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Why QICO Performed Review: 
 In the “Back to Good” plan for 2017, the GM 

outlines 3 top priorities to restore public 
confidence - improve safety and security, 
make service more reliable, and better align 
Metro’s finances with sound accounting 
and management principles. 

- QICO supports the achievement of these 
priorities through the performance of risk-
based internal reviews targeting Metro’s 
state of good repair initiatives. 

- QICO is independent from the functions it 
oversees, authorized by the Metro General 
Manager to conduct objective reviews with 
unrestricted access to all functions, 
records, assets and employees under its 
purview.  

 This internal review is intended to provide 
Metro senior management with an 
assessment of the Rail Operations Control 
Center (ROCC) and promote the actions 
needed to address systemic issues.  
 

QICO’s Methodology: 
- QICO developed relevant review activities 

based on the Federal Transit 
Administration (FTA) Corrective Action 
Plans (CAPs), as well as the requirements 
in Permanent Orders T-6-10 Radio 
Protocols and R-17-02 Granting Foul Time, 
Standard Operating Procedures (SOPs) 
and ROCC Procedures Manual. 

- QICO observed the controllers while in 
duty, assessed their conformance to 
requirements, reviewed records, key 
documents, interviewed key personnel and 
observed Emergency Drill. 

- Review findings and required actions are 
rated based on severity of risk, which 
ranges from ‘Insignificant’ to ‘High’ scale. 

Internal Review 
Summary

Why QICO Performed This Review: 
- This internal review is intended to provide 

Metro senior management with an 
assessment of the Rail Station and Train 
Operations (RSTO) Station Managers’ 
performance of assigned duties and 
promote the actions needed to address
areas of concern.  

- QICO is independent from the functions it 
oversees, authorized by the Metro General 
Manager to conduct objective reviews with 
unrestricted access to all functions, 
records, assets and employees under its 
purview.  
 

QICO’s Methodology: 
- QICO developed relevant review activities 

based on the Metrorail Safety Rules and 
Procedures Handbook (MSRPH), Metrorail 
Station Standard Operating Procedures 
Handbook (MSSOP), Station Manager 
Refresher Course Participant Manual and
through identifying and assessing risks to 
quality of work, compliance with 
standards, records management and 
safety. 

- QICO observed the Station Managers 
while on duty, assessed their conformance 
to requirements, reviewed records and key 
documents and interviewed key personnel. 

- Review findings and required actions are 
rated based on severity of risk, which 
ranges from ‘Insignificant’ to ‘High’ scale. 
 
 

Note: An itemized Corrective Action Plan (CAP) is 
developed for each required action to achieve effective 
and measureable resolution of identified concerns. To 
check the status of CAP implementation go to 
www.wmata.com/initiatives/transparency/. 

September 2017  

Internal Review 
Summary

Metrorail Station Manager Activities 
QICO’s Review Results: 

Key Takeaway: Increased control of Station Manager processes 
through supervisory spot-checks will improve the quality and 
consistency of customer service at Metrorail stations. 

Wins and Areas for Improvement: 
 Station Managers demonstrate a professional, courteous, and helpful

demeanor towards customers during QICO’s observations at the 19
stations sampled.

 Station Managers interviewed by QICO were familiar with standard
operating procedures (SOPs) in the MSSOP handbook,
demonstrating compliance in their daily activities.

• Station Manager’s logs inconsistently capture station maintenance
issues, reducing the traceability of discrepancies and repairs.

• Metrorail station handbooks are inconsistently maintained at kiosks
as required by the MSSOP, reducing the availability of current
procedures and documentation for Station Managers’ use.

• Cabinets used to store emergency equipment at stations are
inconsistently inspected and secured; some having key-locks while
others have combinations.

• QICO observed non-operational Closed Circuit Television (CCTV),
later identified as part of a scheduled improvement project. However,
this was not appropriately communicated to the Station Managers,
causing confusion.

• Station Managers are inconsistently conducting required tests of the
Elevator intercom systems.

Required Actions: 
-    QICO-RSM-17-01: Reinforce requirements for entries in station logs 

and checklists, ensure all station kiosks have the documentation 
required, establish methods to ensure this documentation is updated 
when revisions are issued, and conduct supervisory spot-checks to 
ensure compliance.  
(Risk Rating: Elevated) 

- QICO-RSM-17-02: To ensure all appropriate supplies are available to 
Station Managers in the case of an emergency, conduct quality 
supervisory checks to verify compliance with requirements for 
Emergency Cabinet inventory and securement as specified in SSOP 
#55. 
(Risk Rating: Elevated) 

- QICO-RSM-17-03: To improve the application of inspection and 
testing by Station Managers, evaluate the inclusion of SOP references 
within the Station Condition Checklist to ensure all inspection and 
testing requirements are clearly outlined.  
(Risk Rating: Moderate) 
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FUNCTION OVERVIEW 
Rail Station and Train Operations (RSTO) 

The Rail Station and Train Operations Branch (RSTO) is responsible for providing front-line transportation services to Metrorail 
passengers. This unit manages the line functions of train and station operations of the Rail system and is organized by Rail Divisions.  

The Director of Rail Station and Train Operations directly and indirectly supervises more than 1,450 employees, managing train and 
station operations covering Metro’s 117 miles of track, 91 rail stations, all rail yards and terminals. The RSTO is also responsible for 
responding to major accidents/incidents, developing service alternatives, as well as, supervising and enforcing all safety policies and 
programs as these can have direct impact on WMATA’s rail operations. 

At the time of this review, there were 595 Station Managers covering 91 stations and 119 kiosks, Station Managers are responsible for 
the following: 

- Proactively assist customers in utilizing the Metrorail system and station equipment. 
- Effectively communicate with customers.  
- Make announcements via the public address system. 
- Exercise prudent and independent judgement within established rules. 
- Immediately respond to customer emergencies and report these emergencies to the Rail Operations Control Center (ROCC). 
- Immediately report all unusual occurrences to the ROCC and required offices.  
- Routinely monitor all parts of the station through manual observation and Closed Circuit Television (CCTV) screens. 
- Monitor and immediately respond to the operation of escalators, elevators and fire detection equipment. 
- Assist customers in retrieving lost articles. 
- Operate reversible passenger gates, respond to Automatic Fare Collection (AFC) machines’ problems and process Metro Access 

certified customers. 
- Monitor digital radio channel 5 for rail service disruption information to be relayed to customers. 
- Monitor and test all station operations in accordance with the Metrorail Safety Rules and Procedures Handbook (MSRPH), Metrorail 

Station Standard Operating Procedures Handbook (MSSOP) and special orders.  

 

REVIEW METHODOLOGY 
Internal Review Stakeholders 

The Office of Quality Assurance, Internal Compliance and Oversight (QICO) conducted an internal review of the Station Managers’ 
activities within RSTO, which resides within Rail Transportation (RTRA), within the Department of Rail Services (RAIL), under the Chief 
Operating Officer (COO).  As shown below, QICO is independent of the function under review, reporting to the General Manager 
through Internal Compliance (INCP).  QICO provides objective quality assurance and compliance services in order to improve the quality 
of Metrorail operations, processes and compliance to regulatory requirements. 

QICO observed Station Managers performing their role and their respective stations, interviewed key personnel and reviewed records 
and governing procedures.  This internal review notes both positive findings (What Worked Well) and negative findings (Areas for 
Improvement).  The findings are rated based on severity of risk, which ranges from ‘Insignificant’ to ‘High.’  Recommendations are 
combined into several Required Actions, which summarize the steps actions owners must take to address deficiencies. 

Legend 

 

 

Reviewer 

Reviewed Office 

General Manager

Chief Operating Officer 
(COO)

Rail Operations (RAIL)

Rail Transportation (RTRA)

Rail Station Train Operations 
(RSTO)

Internal Compliance (INCP)

Quality Assurance, Internal 
Compliance & Oversight 

(QICO)
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REVIEW SCOPE 
Category Description 

On-Job 
Observation of 
Station Managers 

QICO observed Station Managers performing their duties at nineteen (19) different rail stations throughout 
the Metrorail system as following:  
Fort Totten, King St., Shady Grove, Branch Ave., Medical Center, Braddock Rd., L’Enfant Plaza, Addison 
Rd., Naylor Rd., Court House, PG Plaza, Potomac Ave., Tysons Corner, Wheaton, Twinbrook, Capitol 
Heights, Van Dorn, Columbia Heights and  Farragut North. 

Interviews of Key 
Personnel 

- RSTO Assistant Director ( ) 
- Station Managers 

Review of 
Documentation 
and Records 

- Metrorail Safety Rules and Procedures Handbook (MSRPH) 
- Metrorail Station Standard Operating Procedures Handbook (MSSOP) 
- Station Manager Refresher Course Participant Manual 
- Station Manager’s Log 
- WMATA RTRA Incident/Accident forms 
- Station Condition Checklist 
- Daily Elevator Condition Log 
- Station Manager Hourly Checklist 
- Elevator/Escalator Repair Log 
- RTRA Emergency Cabinet Equipment Checklist 
- Station Manager’s Station Closing Checklist 

Shady Grove 

Fort Totten 

King St. 

Branch Ave. 

Medical Center 

Braddock Road 

L’Enfant Plaza 
Addison Rd. 

Naylor Rd. 

Court House 

PG Plaza 

Tysons Corner 

Wheaton 

Twinbrook 

Capitol Heights 

Van Dorn 

Columbia Heights 

Farragut North 
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REVIEW CRITERIA 

Quality Measures Definition 

Quality of 
Work 

Workmanship 
Qualitative or quantitative measurement of material characteristics of work 
performed. 

Performance of Work Qualitative or quantitative measurement of actions taken to complete work. 

Housekeeping Assessment of site conditions; i.e. work zone organization and cleanliness. 

Quality Control Measures 
Internal management controls that ensure the consistency and reliability of work 
performed. 

Materials and Tooling Measureable properties of parts and tools used to perform work. 

Records 
Management 

Work Order 
Management 

Protocols established to control maintenance scheduling, documentation, and 
tracking. 

Processes Documented requirements for departmental activites. 

Records Storage and 
Retention Documented requirements for the maintenance of records and documentation. 

Safety 

Roadway Worker 
Protection (RWP) 

Documented requirements for work zone setup and personal protective 
equipment. 

Applicable Job Safety 
Requirements Any documented safety requirements that apply to specific work performed. 

Compliance 
with 

Standards 

Technical Specifications 
Engineering requirements that outline the minimum requirements for material and 
workmanship standards. 

Business Practices 
Formal documented standards governing business practices; i.e. P/I’s, 
departmental policies, etc. 

Procedural Requirements 
Formal documented standards that identify specific actions to be taken; i.e. who, 
what, when, where, how? 

Regulatory Findings 
Findings issued by outside regulatory entities (FTA, NTSB, GAO) that generate 
recommendations or required actions. 

Internal Findings 
Findings issued by internal oversight entities (OIG, QICO, SAFE) that generate 
recommendations or required actions. 

RISK ASSESSMENT SUMMARY 
Note:  Required actions are rated based on severity of risk, which ranges 
from ‘Insignificant’ to ‘High’ scale. Refer to Appendix A (Risk Assessment) 
for details.

Definitions 

Insignificant Low Moderate Elevated High 

Reasonable assumption 
that this risk will not occur 
and unlikely to cause the 
activity to fail to meet part 
of its objective 

Reasonable assumption 
that this risk will likely not 
occur & may cause a 
failure of the business 
process to meet part of its 
objectives 

Reasonable assumption 
that this risk may occur &  
may cause a failure of the 
business process to meet a 
significant part of its 
objectives 

Reasonable assumption 
that this risk will likely 
occur &  likely to cause a 
failure of the business 
process to meet a 
significant part of its 
objectives 

Reasonable assumption 
that this will occur & will 
cause a failure of the 
business process to meet 
its objectives or cause 
objective failure in other 
activities 
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WHAT WORKED WELL 

Measure Finding Description 

Quality of Work 

Station Managers 
demonstrated a professional, 
courteous, and helpful 
demeanor towards customers 
during QICO’s observations at 
the 19 stations sampled. 

- QICO observed Station Managers performing their duties at 
nineteen (19) different rail stations throughout the Metrorail system, 
where the majority of the Station Managers demonstrated a 
professional, courteous, pleasant and helpful demeanor towards the 
customers while answering their queries. 
(Source: Station Manager Responsibilities Assessment Check Lists) 

Compliance with 
Standards  

Station Managers interviewed 
by QICO are familiar with SOPs 
in the MSSOP handbook, 
demonstrating compliance in 
their daily activities. 

- All the Station Managers observed complied with the requirements 
of handling the hand held radios in the kiosk, detailed in SSOP #57, 
Digital Radio Usage. 

- All the Station Managers observed complied with customer 
communications and interaction requirements detailed in SSOP #59, 
Customer Service Enhancements. 

- All the Station Managers interviewed clearly portrayed familiarity 
with the requirements established in Standard Operating Procedures 
(SOPs). 
(Source: Station Manager Responsibilities Assessment Check Lists) 
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AREAS FOR IMPROVEMENT  
Note: Findings are rated based on the associated risk to the Authority’s 
objectives, and is provided as Type of Risk followed by a color coded Risk 
Severity (Impact rating, Probability rating). 

Refer to Appendix A: Risk Assessment for further details 

Measure Finding Description 

Records 
Management 

F-RSM-17-01: 
Inconsistent data entry in Rail 
Station Manager’s logs, 
reducing the traceability of 
discrepancies and repairs. 
Operational Risk 
Moderate (3, 4) 

- Missing fields in the Rail Station Manager’s log have been detected, 
which could impact customer service through lapsed maintenance 
of fare collection equipment, fare gates, information displays, 
elevators, escalators, etc. 

- Examples of missing fields are as following: discrepancy reporting 
time, technician/mechanic who corrected the discrepancy and the 
time and date the discrepancy was cleared. 
Recommendation: Reinforce requirements for entries in station logs 
and perform spot-check to ensure uniform application and 
recordkeeping of issues.  
(Source: Station Manager Responsibilities Assessment Check Lists) 

F-RSM-17-02: 
Inconsistent handbook 
retention and records 
management at station kiosks, 
reducing the availability of 
current procedures and 
documentation for Station 
Manager use. 
Governance Risk 
Low  (2 4) 

- 58% of the Stations’ kiosks observed did not contain a hard copy of 
the MSSOP as required, noted in the preface of the MSSOP. 

- 77% of the Stations’ kiosks observed did not have a hard copy of the 
MSRPH. 

- Inconsistent handling of WMATA/RTRA Incident/Accident Report 
copies as following: It’s instructed at the bottom of the form that a 
white copy should be handed to the Division or Supervisor and a 
yellow copy should remain at kiosk for the use of Elevator/Escalator 
inspectors, the instructions were not complied with by a number of 
Station Managers, where all the copies were kept in the trap bag and 
sent to the Division. It was also noted that according to SSOP #9, 
9.5.6.2.3 a green copy needs to be left in the kiosk for the ELES 
inspector, where the forms only consists of  white and yellow copies, 
which conflicts with the green copy requirement in the SSOP. 
(Appendix D, Photograph #1) 
Recommendation: Ensure all station kiosks have the documentation 
required and establish methods to ensure this documentation is 
updated when revisions are issued.  
(Source: Station Manager Responsibilities Assessment Check Lists) 
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AREAS FOR IMPROVEMENT  
Note: Findings are rated based on the associated risk to the Authority’s 
objectives, and is provided as Type of Risk followed by a color coded Risk 
Severity (Impact rating, Probability rating). 

Refer to Appendix A: Risk Assessment for further details 

Measure Finding Description 

Safety 

F-RSM-17-03: 
Cabinets used to store 
emergency equipment at 
stations are inconsistently 
inspected, maintained and 
secured, compromising the 
readiness for potential 
emergency scenarios. 
Safety Risk  
Elevated (4, 3)  

- Cabinet contents checklist posted inside the cabinet was not filled 
(blank) in a number of stations such as PG Plaza, Potomac Avenue 
and Medical Center. Some stations only partially filled the checklists 
with no dates such as Fort Totten. This clearly indicates the lack of 
appropriate cabinets’ inspection and maintenance. (Appendix D, 
Photograph #2) 

- Accumulation of dust on the equipment was noted inside a number 
of cabinets which indicates lack of inspection and maintenance. 
(Appendix D, Photograph #3) 

- A Flashlight with no batteries was detected inside Medical Center 
Station Emergency Cabinet. 

- An Expired First Aid kit was found inside Medical Center Station 
Emergency Cabinet. 

- The misuse of the Emergency Cabinets as an extra storage space 
was also detected in a number of stations. (Appendix D, Photograph 
#4) 

- Most Emergency Cabinets are locked using a four digits combination 
lock, it was noted that Station Managers tried several combinations 
before being able to open the Cabinet, which in case of emergency 
can impose a critical delay. The use of padlock was noted at Farragut 
North Station which is in conflict with requirements for a combination 
lock under SSOP #55. (Appendix D, Photographs #5 & #6) 
Recommendation: To ensure all appropriate supplies are available 
to Station Managers in the case of an emergency, conduct 
supervisory checks to verify compliance with requirements for 
Emergency Cabinet inventory and securement as specified in SSOP 
#55. 
(Source: Station Manager Responsibilities Assessment Check Lists) 

F-RSM-17-04: 
Select Closed Circuit Television 
(CCTV) monitors are non-
operational, with Station 
Managers citing extended wait 
times for repair, compromising 
station visibility from the kiosk. 
Safety Risk 
Elevated (4, 3) 

-  out of service CCTV monitors were detected at  
 , it was highlighted by the Station Manager that 

the monitors have been out of service for an extended period of 
time. (Appendix D, Photograph #7) 

- It was later identified that these specific monitors were non-
operational as part of an ongoing project update, which were not 
appropriately communicated to the Station Managers. 
Recommendation: Review the reporting and follow-up processes for 
CCTV failures and establish methods to ensure reliability of the 
security-sensitive equipment. 
(Source: Station Manager Responsibilities Assessment Check Lists)  
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AREAS FOR IMPROVEMENT  
Note: Findings are rated based on the associated risk to the Authority’s 
objectives, and is provided as Type of Risk followed by a color coded Risk 
Severity (Impact rating, Probability rating). 

Refer to Appendix A: Risk Assessment for further details 

Measure Finding Description 

Compliance with 
Standards 

F-RSM-17-05: 
Station Managers utilize an 
outdated version of the Station 
Condition Checklist, which 
omits certain inspection 
requirements to address a 
previous FTA finding. 
System Risk 
Elevated (4 4) 

- While the Station Manager’s inspection list has been updated from 
 06/13 to  05/19/16, the Station Managers 

observed were using an older version, which does not contain the 
requirement to check covers of the electrical outlet as required in 
FTA CAP TOC-EGR-15-005. (Appendix D, Photograph #8) 
Recommendation: To ensure Station Managers have the most up-
to-date documentation available to complete assigned tasks, 
establish methods to ensure all kiosks have required documentation 
and that it is updated when revisions are issued, conducting 
supervisory spot-checks to verify compliance. 
(Source: Station Manager Responsibilities Assessment Check Lists 
and FTA CAP TOC-EGR-15-005) 

F-RSM-17-06: 
Station Managers are 
inconsistently conducting 
required tests of the Elevator 
intercom systems, increasing 
the risk that issues are not 
identified in a timely manner. 
Operational Risk 
Moderate (3, 3) 

- Station Managers are not consistently testing the Elevator intercom 
system as required in SSOP 41.5.3.2, Station Managers pointed out 
that tests are handled by the Communications Department and their 
working condition is usually ensured as customers use them. 
Recommendation: To improve the application of inspection and 
testing by Station Managers, evaluate the inclusion of SOP 
references within the Station Condition Checklist to ensure all 
inspection and testing requirements are clearly outlined. 
(Source: Station Manager Responsibilities Assessment Check Lists) 
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SUMMARY OF REQUIRED ACTIONS Note: Required actions are rated based on risk on a 1 (Insignificant) to 
5 (High) scale. Refer to Appendix A: Risk Assessment for further details 

Required Action Finding Owner 

QICO-RSM-17-01: 

Reinforce requirements for entries in station 
logs and checklists, ensure all station kiosks 
have the documentation required, establish 
methods to ensure this documentation is 
updated when revisions are issued, and 
conduct supervisory spot-checks to ensure 
compliance. 

Elevated 

F-RSM-17-01 
Inconsistent data entry in Rail Station 
Manager’s logs, reducing the traceability of 
discrepancies and repairs. 

RSTO  

F-RSM-17-02 
Inconsistent handbook retention and records 
management at station kiosks, reducing the 
availability of current procedures and 
documentation for Station Manager use. 

RSTO  

F-RSM-17-04 
Select Closed Circuit Television (CCTV) 
monitors are non-operational, with Station 
Managers citing extended wait times for repair, 
compromising station visibility from the kiosk. 

RSTO 
ENGA 

F-RSM-17-05 
Station Managers utilize an outdated version of 
the Station Condition Checklist, which omits 
certain inspection requirements to address a 
previous FTA finding. 

RSTO 

QICO-RSM-17-02: 

To ensure all appropriate supplies are 
available to Station Managers in the case of 
an emergency, conduct quality supervisory 
checks to verify compliance with requirements 
for Emergency Cabinet inventory and 
securement as specified in SSOP #55. 

Elevated 

F-RSM-17-03 
Cabinets used to store emergency equipment 
at stations are inconsistently inspected, 
maintained and secured, compromising the 
readiness for potential emergency scenarios. 

 RSTO  

QICO-RSM-17-03: 

To improve the application of inspection and 
testing by Station Managers, evaluate the 
inclusion of SOP references within the Station 
Condition Checklist to ensure all inspection 
and testing requirements are clearly outlined. 

Moderate 

F-RSM-17-06 
Station Managers are inconsistently conducting 
required tests of the Elevator intercom systems, 
increasing the risk that issues are not identified 
in a timely manner. 

RSTO  
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CORRECTIVE ACTION PLANS  
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 The Washington Metropolitan Area Transit Authority (WMATA) 
QICO-RSM-17-01 

Corrective Action Plan (CAP) 

CORRECTIVE ACTION PLAN 

Purpose and Scope

On August 16, 2017 QICO issued a comprehensive Report from an internal review into assessment of the Rail Station and Train 
Operations (RSTO) Station Managers’ performance of assigned duties .This Corrective Action Plan (CAP) has been developed to 
address the finding and required action per QICO-RSM-17-01. 

QICO Finding QICO Recommendation 

F-RSM-17-01: Inconsistent data entry in Rail Station Manager’s
logs, reducing the traceability of discrepancies and repairs. 

- Reinforce requirements for entries in station logs and
perform spot-check to ensure uniform application and 
recordkeeping. 

F-RSM-17-02: Inconsistent handbook retention and records 
management at station kiosks, reducing the availability of 
current procedures and documentation for station manager 
use. 

- Ensure all station kiosks have the documentation required 
and establish methods to ensure this documentation is 
updated when revisions are issued  

F-RSM-17-04: Select Closed Circuit Television (CCTV) monitors 
are non-operational, with station managers citing extended 
wait times for repair 

- Review the reporting and follow-up processes for CCTV 
failures and establish methods to ensure reliability of the 
security-sensitive equipment. 

F-RSM-17-05: Station Managers utilize an outdated version of 
the Station Condition Checklist, which omits certain inspection 
requirements to address a previous FTA finding. 

- To ensure station managers have the most up-to-date 
documentation available to complete assigned tasks, 
establish methods to ensure all kiosks have required 
documentation and that it is updated when revisions are 
issued, conducting supervisory spot-checks to verify 
compliance. 

Required Action 

QICO-RSM-17-01: Reinforce requirements for entries in station logs and checklists, ensure all station kiosks have the 
documentation required, establish methods to ensure this documentation is updated when revisions are issued, and conduct 
supervisory control spot-checks to ensure compliance. 
(Risk Rating: Elevated) 

Plan Description 

- The Office of Rail Transportation (RTRA) will conduct review meetings with stakeholders in station maintenance (Plant 
Maintenance, Communications, Elevator/Escalator, and Automatic Fare Collection) to ensure their understanding and 
commitment to closing out discrepancies in station log books. Reference SSOP #38 Station Manager’s Log Book in the 
MSSOPH. 

- RTRA/RSTO will issue a RTRA Operations Personnel Notice to reinforce Rail Operations Supervisors’ responsibility to ensure 
that discrepancies are cleared in log books in accordance with SSOP #38; to include Rail Supervisors requirement to follow 
up with maintenance staff who do not complete equipment failure close-out records in the Station Manager’s Log Book. 

- Some CCTV monitors were not functional during the review due to new installation, where they were not yet made functional 
for observation. Engineering and Architecture (ENGA) will provide RTRA with quarterly Station CCTV Upgrade construction 
schedules to communicate which monitors and cameras are to be installed and functional; RTRA will develop and post 
construction notices in station manager’s kiosk to ensure station managers are aware of new equipment not yet functional. 

- RTRA/RSTO will modify SSOP’s within MSSOPH and remove the requirement for a hard copy of the book to remain in the
kiosk. Due to continuous changes to the MSRPH and the MSSOPH, RSTO will direct Station Managers to review “controlled” 
versions and all associated Permanent and Temporary Orders on the WMATA Intranet. RTRA is currently revising the 
MSSOPH via committee, and ensure updates are made to the revised MSSOPH prior to publishing.Rail Infrastructure Support 
Services (RISS) will draft a Standard Operating Procedure for Rail Station Supply Runners on the issuance, versioning, 
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 The Washington Metropolitan Area Transit Authority (WMATA) 
QICO-RSM-17-01 

Corrective Action Plan (CAP) 

rescinding, and destruction of station checklists and logs to ensure the most up-to-date document versions are used by 
station personnel. 

Business Impact – Budget/Cost Estimate 

Process Improvement – A current process/procedure needs to be optimized to address the QICO Required Action. This type of 
initiative does not need additional resources because current manpower will be used to improve the process. 

PLAN SCHEDULE 

Actionable items Description 
Responsible 

Party 
Estimated 

Start 
Estimated 

Completion 

1 
Station Maintenance 
Stakeholder 
Meetings 

Meetings with stakeholders in station maintenance
(Plant Maintenance, Communications, 
Elevator/Escalator, and Automatic Fare Collection) to 
ensure their understanding and commitment to closing 
out discrepancies in station log books. 

Lisa 
Woodruff 

(RTRA) 

09/01/17 11/27/17 

2
Rail Supervisor 
ROPN 

Issue a RTRA Operations Personnel Notice (ROPN) to 
reinforce Rail Operations Supervisors’ responsibility to 
ensure that discrepancies are cleared in log books in 
accordance with SSOP #38. 

Lisa 
Woodruff 

(RTRA) 

09/01/17 10/09/17 

3 
Station CCTV 
Upgrade Schedule 

Provide RTRA with TSGP2015 & TSGP2016 Quarterly 
Station CCTV Upgrade construction schedule, 
including installation of monitors and cameras. 

Nichalos 
Gardner 

(ENGA) 

08/28/17 12/18/17 

4 
Kiosk Construction 
Notice 

Develop and Post Station construction schedule on 
Station Manager DIRECT to inform station managers of 
newly-installed monitors not yet functional. 

Lisa 
Woodruff 

(RTRA) 
08/28/17 12/18/17 

5 
Modify SSOP’s in the 
MSSOPH  

Modify the SSOP’s within MSSOPH and remove the 
requirement for a hard copy of the book to remain in 
the kiosk; will direct Station Managers to review 
“controlled” versions and all associated Permanent and 
Temporary Orders on the WMATA Intranet. 

Lisa 
Woodruff 

(RTRA) 

09/01/17 03/28/18 

6 
SOP for Rail Station 
Supply Runners 

Develop a Standard Operating Procedure (SOP) for 
Rail Station Supply Runners on the issuance, versioning, 
rescinding, and destruction of station checklists and 
logs to ensure the most up-to-date document versions 
are available at each location. 

Lisa 
Woodruff 

(RTRA) 

09/01/17 11/20/17 

7 
QICO CAP 
Verification Report 

QICO will evaluate actionable items submitted to 
confirm there is reasonable evidence that the findings 
and this required action have been resolved, taking into 
account the actionable item descriptions and 
performance measures. 

QICO 03/28/18 04/25/18 

*In the event of personnel or departmental changes, responsibilities for actionable items shall transfer to the new leadership.
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 The Washington Metropolitan Area Transit Authority (WMATA) 
QICO-RSM-17-01 

Corrective Action Plan (CAP) 

COMPLETION DOCUMENTATION 

Performance Measures 

- Evidence that station kiosks contain the correct documentation as determined by actionable item #6

RESPONSIBLE PARTIES 

RTRA Lisa Woodruff

ENGA Nichalos Gardner 

SECOND LEVEL RESPONSIBILITY 

AGM RAIL Andrew Off 
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 The Washington Metropolitan Area Transit Authority (WMATA) 
QICO-RSM-17-02 

Corrective Action Plan (CAP) 

CORRECTIVE ACTION PLAN 

Purpose and Scope

On August 16, 2017 QICO issued a comprehensive Report from an internal review into assessment of the Rail Station and Train 
Operations (RSTO) Station Managers’ performance of assigned duties .This Corrective Action Plan (CAP) has been developed to 
address the finding and required action per QICO-RSM-17-02 

QICO Finding QICO Recommendation 

F-RSM-17-03: Cabinets used to store emergency equipment at
stations are inconsistently inspected, maintained and secured, 
compromising the readiness for potential emergency 
scenarios. 

- To ensure all appropriate supplies are available to station
managers in the case of an emergency, conduct quality 
supervisory checks to verify compliance with requirements 
for Emergency Cabinet inventory and securement as 
specified in SSOP #55. 

Required Action 

QICO-RSM-17-02: To ensure all appropriate supplies are available to station managers in the case of an emergency, conduct 
quality supervisory checks to verify compliance with requirements for Emergency Cabinet inventory and securement as specified 
in SSOP #55. 
(Risk Rating: Elevated) 

Plan Description 

The Office of Rail Transportation (RTRA) is in the process of reviewing all Station SOPs through the Station Manager’s Rule Book 
Committee. The some requirements of SSOP #55 will be integrated into the current Station Condition Checklist to ensure 
emergency cabinets are checked on a designated frequency. This will require a revision of the current Station Condition Checklist. 

RTRA/RSTO is also in the process of modifying the Rail Supervisor’s Monthly Station Inspection form to incorporate the Station 
Emergency Cabinet into the monthly inspection by supervisors. 

The RTRA QA/QC Group will incorporate an audit of a sample of station emergency cabinets to include; ability to access by on-
duty station manager, cabinet inventory, the status of cabinet contents, cleanliness, proper securement, and inspection records. 

Business Impact – Budget/Cost Estimate 

Process Improvement – A current process/procedure needs to be optimized to address the QICO Required Action. This type of 
initiative does not need additional resources because current manpower will be used to improve the process. 

PLAN SCHEDULE 

Actionable items Description 
Responsible 

Party 
Estimated 

Start 
Estimated 

Completion 

1 
Station Condition 
Checklist 

Revise the current Station Condition Checklist to 
ensure emergency cabinets are checked on a 
designated frequency. 

Lisa 
Woodruff 

(RTRA) 

09/01/17 11/20/17 

2 
Rail Supervisor 
Monthly Station 
Inspection 

Modify the Rail Supervisor’s Monthly Station 
Inspection to incorporate the Station Emergency 
Cabinet into the monthly inspection. 

Lisa 
Woodruff 

(RTRA) 

09/01/17 11/20/17 
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 The Washington Metropolitan Area Transit Authority (WMATA) 
QICO-RSM-17-02 

Corrective Action Plan (CAP) 

PLAN SCHEDULE 

Actionable items Description 
Responsible 

Party 
Estimated 

Start 
Estimated 

Completion 

3 
Audit of Station 
Emergency Cabinets 

RTRA QA/QC Group will conduct audits of a sample 
of station emergency cabinets to verify compliance 
with inspection requirements. 

Lisa 
Woodruff 

(RTRA) 

11/20/17 12/27/17 

4 
QICO CAP 
Verification Report 

QICO will evaluate actionable items submitted to 
confirm there is reasonable evidence that the findings 
and this required action have been resolved, taking 
into account the actionable item descriptions and 
performance measures. 

 QICO 12/27/17 01/22/18 

*In the event of personnel or departmental changes, responsibilities for actionable items shall transfer to the new leadership.

COMPLETION DOCUMENTATION 

Performance Measures 

- Updated checklists developed under actionable items #1 and #2 provide periodic inspections for station emergency 
cabinets. 

- Completed Audit under actionable item #3 demonstrates compliance with updated inspection requirements. 

RESPONSIBLE PARTIES 

RTRA Lisa Woodruff

SECOND LEVEL RESPONSIBILITY 

AGM RAIL Andrew Off 
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 The Washington Metropolitan Area Transit Authority (WMATA) 
QICO-RSM-17-03 

Corrective Action Plan (CAP) 

 CORRECTIVE ACTION PLAN 

Purpose and Scope

On August 16, 2017 QICO issued a comprehensive Report from an internal review into assessment of the Rail Station and Train 
Operations (RSTO) Station Managers’ performance of assigned duties .This Corrective Action Plan (CAP) has been developed to 
address the finding and required action per QICO-RSM-17-03. 

QICO Finding QICO Recommendation 

F-RSM-17-06: Station Managers are inconsistently conducting
required tests of the Elevator intercom systems, increasing the 
risk that issues are not identified in a timely manner.  

- To improve the application of inspection and testing by
station managers, evaluate the inclusion of SOP references 
within the Station Condition Checklist to ensure all 
inspection and testing requirements are clearly outlined.  

Required Action 

QICO-RSM-17-03: To improve the application of inspection and testing by station managers, evaluate the inclusion of SOP 
references within the Station Condition Checklist to ensure all inspection and testing requirements are clearly outlined. 

(Risk Rating: Moderate) 

Plan Description

The elevator intercom testing schedule outlined in SSOP #41 requires Station Managers and Rail Supervisors to conduct weekly 
tests of the elevator intercom system for each unit in the rail system. 
The Office of Rail Transportation (RTRA) will issue a RTRA Operations Personnel Notice to reinforce Rail Operations Supervisors’ 
responsibility to conduct weekly elevator intercom checks for all the units in the rail system in accordance with SSOP #41; to 
include PM Rail Supervisors’ requirement to conduct testing from 8pm to closing Sunday through Saturday. 

The RTRA Operations Support Group will update the Miscellaneous Activity section of the RSDAR application to include “Elevator 
Intercom Testing” to serve as a method to record and track all elevator intercom tests by PM Rail Supervisors.  

Business Impact – Budget/Cost Estimate 

Process Improvement – A current process/procedure needs to be optimized to address the QICO Required Action. This type of 
initiative does not need additional resources because current manpower will be used to improve the process. 

PLAN SCHEDULE 

Actionable items Description 
Responsible 

Party 
Estimated 

Start 
Estimated 

Completion 

1 
Rail Supervisor 
ROPN 

Issue a RTRA Operations Personnel Notice (ROPN) to 
reinforce Rail Operations Supervisors’ responsibility to 
conduct weekly elevator intercom checks for all the 
units in the rail system in accordance with SSOP #41. 

Lisa 
Woodruff 

(RTRA) 
09/01/17 10/06/17 

2 
RSDAR Application 
Update 

Update the Rail Supervisor Daily Activity Report 
(RSDAR) application to include Elevator Intercom 
Testing to serve as a method to record and track all 
elevator intercom tests 

Lisa 
Woodruff 

(RTRA) 
09/01/17 10/06/17 

3 
QICO CAP 
Verification Report 

QICO will evaluate actionable items submitted to 
confirm there is reasonable evidence that the findings 
and this required action have been resolved, taking into 
account the actionable item descriptions and 
performance measures. 

 QICO 10/06/17 11/06/17 

*In the event of personnel or departmental changes, responsibilities for actionable items shall transfer to the new leadership.
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 The Washington Metropolitan Area Transit Authority (WMATA) 
QICO-RSM-17-03 

Corrective Action Plan (CAP) 

COMPLETION DOCUMENTATION 

Performance Measures 

- Evidence of completed intercom checks in accordance with SSOP #41, as directed under actionable items #1 and #2. 

RESPONSIBLE PARTIES 

RTRA Lisa Woodruff

SECOND LEVEL RESPONSIBILITY 

AGM RAIL Andrew Off 
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APPENDIX A: RISK ASSESSMENT 

Risk Assessment Methodology 
What is Risk?  

Risk is defined as an uncertain event or condition that, if it occurs, has 
a positive or negative effect on the organization’s objectives and 
operations (both threats and opportunities). It is assessed on the 
combination of the probability of occurrence of risk and the severity 
of the risk. 

- Technological – Risk associated with unauthorized access to 
information, unavailable or unreliable information, technology not 
meeting business needs and compromised information security 

Risk Assessment 

Risk management is an attempt to answer the following questions: The following risk matrix (Figure 1) was used to assess risks within the 
universe of review areas. The universe (see Table 1) is comprised of 
the potential range of all review activities and review business units (or 
departments) that fall within QICO’s scope and oversight authority. 
These business units consist of programs, processes, assets and 
people which together contribute to the fulfilment of the 
departments’ strategic goals (Goal 1 - Build Safety Culture; Goal 2 - 
Deliver Quality Service; Goal 3 - Improve Regional Mobility; and Goal 
4 - Ensure Fiscal Stability). 

Risks are assessed based on the probability of occurrence (see 
vertical axis in Figure 1) and the significance of their impact (see 
horizontal axis in Figure 1). The probability ratings are rated on a scale 
of 1 (minimum) to 5 (maximum) and are driven by the metrics shown 
on the next page. The impacts ratings are also rated on a scale of 1 
(minimum) to 5 (maximum) and are driven by the category of 
risks, which are then aligned on the metrics shown on the next page. 

Each finding is given a severity rating of Insignificant, Low, Moderate, 
Elevated or High. All areas with Elevated / High ratings are considered 
to be high risk to the organization’s objectives; and need to be 
mitigated/ reduced in severity at the earliest. The risk ratings to the 
findings are provided as “Type of Risk” followed by “Severity Rating 
(Impact, Probability)” (e.g. a finding with “Elevated (4 , 3)” would 
mean a ‘significant (4)’ impact along with a ‘possible (3)’ probability of 
occurrence) 

- What can go wrong? – The Risk 

- How bad are the consequences? – The Impact 

- How often does/will it happen? – The Probability of Occurrence 

-  Is the risk acceptable? – The Risk Treatment, Remediation  

Categories of Risk 

- Safety – Risk associated with harm to customers and employees 
and 

- critical equipment or asset safety 

- Governance – Risks associated with internal controls and 
compliance 

- Operational – Risk related to inefficient and ineffective business 
processes, disruption to normal business operations, non- 
compliance, negative public perception, breach to physical 
security, etc. 

- External – Risks related to changing regulations, unfavorable 
economic conditions, industry or customer needs change, 
litigation and damage/loss to company assets 

- Financial – Risks associated with uncollectable receivables, 
incorrect financial models or analysis, fluctuation in capital levels 
and adverse movement of interest rates 

 

Figure 1: Risk Assessment Matrix 

Almost Certain (5) Low Moderate Elevated High High 

Likely (4) Low Low Moderate Elevated High 

Possible (3) Low Low Moderate Elevated Elevated 

Unlikely (2) Insignificant Low Low Moderate Moderate 

Rare (1) Insignificant Insignificant Low Moderate Moderate 

Probability 
Potential Impact of Risk 

Negligible (1) Minor (2) Moderate (3) Significant (4) Major (5) 
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APPENDIX A: RISK ASSESSMENT 

Risk Assessment Methodology 

Probability of Occurrence of Risk Events Defined 
 

Rare | 1 – Reasonable assumption that this risk will not occur Likely | 4 – Reasonable assumption that this risk will likely occur Almost  

Unlikely | 2 – Reasonable assumption that this risk will likely not occur Certain | 5 – Reasonable assumption that this will occur 

Possible | 3 – Reasonable assumption that this risk may occur  
  

Potential Impact of Risk Events Defined 
 

Negligible | 1 – Unlikely to cause the activity to fail to meet part of its 
objectives. 

Significant | 4 – Likely to cause a failure of the business process to 
meet a significant part of its objectives, or negatively impact the 
objectives of other activities, which may expose Metro to significant 
financial losses, reductions to or ineffectiveness of operations, non- 
compliance with laws and regulations, sizable waste of resources, etc. 

Minor | 2 – May cause a failure of the business process to meet part 
of its objectives, which may expose Metro to minor financial losses, 
less- effective or efficient operations, some non- compliance with laws 
and regulations, waste of resources, etc. Major | 5 – Will cause a failure of the business process to meet its 

objectives, or cause objective failure in other activities, which may 
cause or expose Metro to major financial losses, interruptions in 
operations, failure to comply with laws and regulations, major waste 
of resources, failure to achieve stated goals, etc. 

Moderate | 3 – May cause a failure of the business process to meet a 
significant part of its objectives, or negatively impact the objectives of 
other activities, which may expose Metro to significant financial losses, 
reductions to or ineffectiveness of operations, non- compliance with 
laws and regulations, sizable waste of resources, etc. 

 

http://www.wmata.com/transparency  Quality Assurance, Internal Compliance & Oversight (QICO) 
  “Quality Trumps Quantity” 

 
Page 24 of 165

http://www.wmata.com/transparency


 

APPENDIX B: DEFINITIONS   

http://www.wmata.com/transparency  Quality Assurance, Internal Compliance & Oversight (QICO) 
  “Quality Trumps Quantity” 

 
Page 25 of 165

http://www.wmata.com/transparency


APPENDIX B: DEFINITIONS 

Definitions Photos 

Automated External Defibrillator (AED) 
AED is a portable electronic device that automatically diagnoses the life 
threatening cardiac arrhythmias of ventricular fibrillation and pulseless 
ventricular tachycardia in a patient, and is able to treat them through 
defibrillation, the application of electrical therapy which stops the arrhythmia, 
allowing the heart to reestablish an effective rhythm. 

 
 
 
 
 
 
    

Closed Circuit Television System (CCTV) 
The Closed Circuit Television (CCTV) System provides the Station Manager the 
means to monitor station areas for unusual behavior, problems with customer 
flow, and other dangerous situations. Cameras in e ach station are strategically 
placed to provide coverage of the most critical areas. 

Customer Information Display System (CIDS) 
CIDS is used to display Metro alerts for the rail line(s) servicing the station, 
advisories posted for the rail line(s) servicing the station (displayed selectively), 
and elevator outage information with next shuttle station. 

 

Elevators 
Metrorail station elevators provide access to the mezzanine and platforms for 
customers who have difficulty using escalators. This access is especially 
important to the elderly and customers that have a physical impairment. 
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APPENDIX B: DEFINITIONS 

Definitions Photos 

Emergency Cabinets (EMS) 
EMS cabinets are used to store supplies that can be deployed in the event of 
a Metro emergency incident. 
Emergency Cabinets shall contain emergency equipment in a secure location. 
Each cabinet has a list of contents affixed to the inside of the cabinet door. 

 

Escalators 
WMATA Station Escalators are to provide rapid transportation for customers 
between the different levels within stations. Escalators can be set by the Station 
Manager to move up or down. Although elevators are located in all stations, 
escalators are the primary source of moving large numbers of people in a 
rapid and efficient manner. 

 
Exit Fare Machine 
The brown "Exitfare" machines are located near the Metrorail exit gates. The 
machine can be used to add value to an existing SmarTrip card when 
customers are prevented from exiting because their SmarTrip card has 
insufficient fare. The machine can also be used to and provide up to $9.95 in 
change. Exitfare machines accept cash only ($1, $5 and $10 bills as well as 
coins); they do not accept debit or credit cards. 

 

Faregates 
The Faregates control entry and exit of customers at WMATA stations. Several 
Faregates are grouped around the station's kiosk to form customer aisles. 
Faregates are controlled by a logic assembly located inside the chassis. 
Properly tapping a valid SmarTrip card, of sufficient value, on the Faregate 
target results in the barriers opening permitting customer passage between 
the "unpaid" and "paid" areas of the station. 
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APPENDIX B: DEFINITIONS 

Definitions Photos 

Fare Vending Machine 
SmarTrip Sale Recharging Machine (SSRM) 
The SSRM dispenses SmarTrip cards and a variety of period passes as selected 
by the customer. The blue "Fare Vending" machines sell up to six SmarTrip 
cards at a time. 

 

Fire and Intrusion Panel (F & I Panel) 
Fire and Intrusion Panel features lights and horns to alert Manager to 
potential fires or intrusion. There are four (4) types of alarm on the ADT Fire 
and Intrusion System; Fire Alarms, Intrusion/Supervisory Alarm (SUPVR), 
Trouble Alarm and Monitor Alarm. 

Integrated Intercom System 
The Integrated Intercom System in the kiosk permits communication 
between the Station Manager and the public from either the paid side of the 
kiosk or the unpaid side. 
Customers are able to place calls from elevator cars, landings, platforms, and 
Passenger Emergency Reporting System (PERS) to kiosk master stations for 
assistance and be able to request assistance at the kiosk intercom. 

 

Maximo 
Maximo is WMATA’s Enterprise Asset Management (EAM) system used for 
work order, incident, and track defect tracking. 
Maximo Work Orders (WO) specifies a particular task and the labor, 
materials, services, and tools required to complete the task. 
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APPENDIX B: DEFINITIONS 

Definitions Photos 

Metrorail Stations Standard Operating Procedures Handbook (MSSOP) 
The Metrorail Stations Standard Operating Procedures Handbook consists of 
Rules and Procedures which are authorized by the Office of Transportation 
(RTRA) of the Washington Metropolitan Area Transit Authority (WMATA). 
Station Managers and their Supervisors are required to use these procedures 
to move customers through the Metrorail System in an efficient, effective 
and safe manner.    

 

Mezzanine 
A group of fare collection equipment, including vendors, gates, and Exitfare 
machines all under the surveillance of an attendant, and providing all 
functions required for customers to pass from the "unpaid" area to the 
"paid" area and vice versa. 

 
Passenger Emergency Reporting System (PERS) 
The Passenger Emergency Reporting System (PERS) is located on pylons or 
stanchions throughout all stations. By depressing the talk button, customers 
can communicate with the station manager in the Kiosk to report 
emergencies and hazardous conditions or to seek assistance. 

 

Public Address System 
The Public Address System allows Station Managers to make 
announcements of interest to customers in the Metrorail station. Station 
Managers inform customers of train delays and other interruptions to normal 
service to minimize complaints/confusion and provide information which will 
ensure effective crowd control. 
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APPENDIX B: DEFINITIONS 

Definitions Photos 

Station Kiosk 
An enclosure from which the Manager may serve customers, and which 
contains station controls and communications facilities. 
The kiosk houses a number of systems related to surveillance, security, 
communications, and the operations of elevators. Station Managers are 
required to keep an adequate supply of customer information in their kiosk 
at all times (i.e. schedules, announcements, promotional material, flash pass 
and senior citizen brochures, system maps, Take-One pamphlets, etc.).
  

 
Station Operator Console (SOC) 
The Station Operator Console Subsystem (SOC) monitors and controls the 
status and operation of the Automatic Fare Collection System Equipment. 
SOC is connected to the Exitfare Machines, Sales SmarTrip Recharging 
Machines and the customer Faregates. 
To monitor this equipment, the Station Manager must recognize and use 
screen displays, function keys, the Help Menu and the SmarTrip card read 

 
Trap Bag 
It is a bag located in the kiosk which is used by the Station Manager to keep 
all the filled forms for the day and gets picked up daily and sent to the 
Depot Clerk/Division. 
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APPENDIX C: APPLICATION OF REGULATORY CAPs 

Measure Required Actions QICO Review During Review 

Regulatory 
Findings – FTA 

TOC-OTR-15-010 
WMATA should develop a Standard 
Operating Procedure (SOP) that covers 
completion of Station Conditions 
checklist. Rail Transportation, The Office 
of Plant Maintenance, and The Power and 
Communications Branches within the 
Office of Systems Maintenance, should 
coordinate their expectations regarding 
Station Manager checks of stations and 
document the types of defects to be 
reported in the Station Conditions SOP. 
Status as of 9/8/2017: Addressing FTA 
Comments 

 As per SSOP #1 – Customer Safety, the following sections 
are included to cover the FTA requirement: 
1.5.2.3. Station Managers shall hourly conduct five to ten 
minute periodic inspections of their station’s interior and 
exterior areas, including parking areas for unsafe conditions, 
equipment failures and station cleanliness conditions. Any 
such condition detected MUST be rendered safe 
IMMEDIATELY and reported to Rail Operation Information 
Center (ROIC). Special emphasis should be placed on areas 
of the station where known unsanitary, trash or safety 
problems may occur, i.e., elevators, escalators, ancillary 
rooms and hallways. Station interiors and exteriors should 
be monitored regularly using the CCTV system. 
1.5.2.4. Malfunctioning equipment that is unsafe shall be 
taken OUT OF SERVICE, labeled as such, and reported to the 
appropriate maintenance offices and ROIC. The Station 
Manager’s Log shall be completed and kept updated on a 
daily basis (See Attachment A). ALWAYS obtain a failure 
number. 

Regulatory 
Findings – FTA 

TOC-OTR-15-007 
WMATA must review and clarify the 
Station Manager standard operating 
procedures and training materials 
pertaining to proper response 
procedures to intrusion detection alarms. 
Status as of 9/8/2017: Closed 

 As per MSSOP sections 1.5.2.6, 17.5.4, 30.5.4.2 and 
37.5.5, standard operating procedures are in place to 
properly handle intrusion detection alarms. 

 As per the Kiosk and Station Familiarization Participant 
Manual and the Station Manager Incidents and 
Emergencies Participant Manual, training materials are in 
place to properly handle intrusion detection alarms. 

Regulatory 
Findings – FTA 

TOC-EGR-15-005 
WMATA must submit a schedule with 
completion dates for implementation of 
covering electrical outlets. Additionally, 
the Station Manager’s inspection checklist 
must be revised to include checks for 
covered electrical outlets and opening 
work orders for uncovered outlets. 
Status as of 9/8/2017: Closed 

 While the Station Manager’s inspection list has been 
updated from 068-00-2368 06/13 to 068-00-2368 
05/19/16, some Station Managers observed were still 
using the old version, which does not contain the FTA 
requirement to check covers of the electrical outlet. 
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APPENDIX D: PHOTOGRAPHS 

Finding & Description Photos 

Photograph #1 
F-RSM-17-02: 
WMATA/RTRA Incident /Accident form has the following instructions at the 
bottom:  
White Copy - Division or Supervisor 
Yellow Copy - For any incident involving Elevator or Escalator Remains in the 
kiosk for use of the Elevator /Escalator inspectors.  
Station Managers are inconsistent in following this requirement, where 
Keeping a copy of the RTRA incident /Accident form related to the 
Elevator/Escalator event in the kiosk will help the ELES Mechanic in his repair 
work. 

 

Photograph #2 
F-RSM-17-03: 
Checklists posted on the inside of the cabinet had weekly checks column, but 
they were not signed off as required.  
Stations where the finding were detected are as following: PG Plaza, Potomac 
Avenue and Medical Center. Fort Totten list was partially filled with no dates. 

 
 
 
 
 
 
    

Photograph #3 
F-RSM-17-03: 
Accumulation of dust on the inside equipment inside the cabinet indicates that 
no maintenance or testing is done periodically as required. 
Medical Center Station’s emergency cabinet was full of dust, flash light did not 
have batteries and first aid kit was expired. 
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APPENDIX D: PHOTOGRAPHS 

Finding & Description Photos 

Photograph #4 
F-RSM-17-03: 
Emergency cabinets are incorrectly used for storing non-relevant items. 

 

Photograph #5 
F-RST-17-03: 
Most Emergency Cabinets are locked using a four digits combination lock as 
shown in the picture, it was noted that Station Managers tried several 
combinations before being able to open the Cabinet, which in case of 
emergency can impose a critical delay 

 

Photograph #6 
F-RSM-17-03: 
The use of padlock was noted at Farragut North Station which again will cause 
delay in accessing the contents of the cabinets in case of emergencies as a 
master key is required. 

 

Photograph #7 
F-RSM-17-04: 

out of service CCTV monitors were detected at  
 it was highlighted by the Station Manager that the monitors have been 

out of service for an extended period of time. 
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APPENDIX D: PHOTOGRAPHS 

Finding & Description Photos 

Photograph #8 
F-RSM-17-05: 
While the Station Manager’s inspection list has been updated from 

 06/13 to  05/19/16, all the Station Managers observed were 
still using the old version, which does not contain the FTA requirement to 
check covers of the electrical outlet. 

 

Photograph #9 
O-RSM-17-01: 
There are directional signs at the stations that confuses the customers, where 
they need come to the Station Manager for directions, which takes fair amount 
of Station Managers’ time.  
For example: The sign post near L’Enfant Plaza kiosk directs customer in 
the wrong direction as shown in the picture. 

 

Photograph #10 
O-RSM-17-01: 
The position of the call button at the PER allows for accidental presses by 
leaning on it, the Help sign also misguides the customer into using it as means 
for general inquiries which takes up stations managers’ time. 
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APPENDIX D: PHOTOGRAPHS 

Finding & Description Photos 

Photograph #11 
O-RSM-17-01: 

 The use of blurry maps in the touch screen screens located near the kiosks, 
which doesn’t serve the purpose they were intended to, therefore customers 
request the station manager’s support which takes up station managers’ time. 

  
 For example, Capitol South Station Kiosk  
 

 

Photograph #12 
O-RSM-17-02: 
Credit/Debit cards are not accepted at the exit fare machines, thus customers 
are allowed to go out to get the appropriate means to pay, which imposes a 
risk of customers not returning to pay. 
Exitfare machines accepts only 1 and 5 dollars bills, despite that the machines 
are clearly labeled that they accept 10 dollars bills as well. 

 

Photograph #13 
O-RSM-17-02: 
A family were observed walking through the Emergency door located on the 
guard rail, leading to the lower platform Elevator at L’Enfant Plaza kiosk  
without paying the fare. 

 

Photograph #14 
O-RSM-17-03: 
An empty bleach plastic container was used at Dupont Circle station to collect 
the condensate of the Station Manager kiosk’s air conditioning. 
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APPENDIX D: PHOTOGRAPHS 

Finding & Description Photos 

Photograph #15 
O-RSM-17-04: 
Distorted speakers were detected at Gallery Place station, it was noted that all 
the white speakers in the station exhibited same level of distortion. 

 

Photograph #16 
O-RSM-17-05: 
Faregate was stuck at an open position at Dupont Circle station, which 
imposes risks of fare evasion, the gates closed back as soon as a passenger 
passed while taping their SmarTrip card. 

 

Photograph #17 
O-RSM-17-06: 
Bad condition of the Fire & Intrusion panels was noted in a number of stations. 
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APPENDIX D: PHOTOGRAPHS 

Finding & Description Photos 

Photograph #18 
O-RSM-17-07: 
The absence of a calibration sticker on Court House station’s handheld radio. 
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APPENDIX E: ASSESSMENT CHECKLISTS 
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METRO ROLLING STOCK ASSURANCE PROGRAM 
Station Managers Assessment Checklist 

Station Manager Responsibilities Assessment Checklist 
QICO Representatives: 

Location: Addison Rd Station Date: 6/12/2017 

Criteria of Audit: 

- Procedure – Processing Steps 
- Documentation Associated with Components – Record Keeping 
- Quality Checks / Completion Sign Off Sheets 
- Shipping & Storage 
- Employee & Supervisor Training / Certification – Record Keeping 

No Evaluation Criteria Comments Yes No N/A 

Field Observation/ Interview 

Station Manager: 

Compliance with Standard 

1. 

Do you have a copy of the current 
Metrorail Stations Standard Operating 
Procedures Hand Book (8/25/15), and the 
MSRPH available? 

*Verify hard copy

Observation: 

MSRPH was not available. ☐ ☒ ☐ 

2. 

How do you report incidents/accidents/ 
emergencies?  
*Verify Log

Verify availability of WMATA/RTRA 
Incident Accident Report Form. 

(SSOP 1, SSOP 2, SSOP 3, SSOP 3A, SSOP 
6 and SSOP 8) 

SM Response: 

Verified the availability of the blank incident accident 
forms and checked availability of filled forms.  

Please see picture #  (1) 

☒ ☐ ☐

3. 

How do you handle and record elevator 
and escalator operations? 

*Verify Logs

(SSOP 7, SSOP 9) 

SM Response: 
-The daily Elevator condition log is used for record. In 
case of failure, the station manager contacts the ELES to 
report the problem. He contacts the ROCC to let them 
know the ELES status in his station. Elevators and 
Escalators are inspected at the opening of the station.  
Use camera to keep Escalator and elevator condition 

Verified logs 

Please see pictures # (2,16 & 17) 

☒ ☐ ☐ 
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No Evaluation Criteria Comments Yes No N/A 

4. 

How do you handle and record automatic 
fare collection (AFC) operations? 

*Verify Logs

(SSOP 15, SSOP 17) 

SM Response: 

-Record failures in Station manager log. 
-Notify AFC for failure 
-Request Incident/failure number from AFC for tracking 
purpose. 

Verified logs 

☒ ☐ ☐ 

5. 

Who has access to fare card vendors and 
exit fare machines? How is it recorded? 

*Verify Access Control Log

(SSOP 15, SSOP 17) 

SM Response: call 
-AFC technician for failures/servicing 
-Revenue personnel for cash related issues. 

Log available and verified 

☒ ☐ ☐

6. 

What is the process for station opening or 
station relief? 

*Verify Log

(SSOP 25, SSOP 32) 

SM Response: 

Log book available and maintained. 

Please see pictures # (5 & 6) 

☒ ☐ ☐ 

7. 

What is process for station closing? Is 
there a checklist?  

*Verify availability of checklist

(SSOP 46) 

SM Response: 

Verified the availability of the check list 

Please see pictures # (6) 

☒ ☐ ☐ 

Records Management 
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No Evaluation Criteria Comments Yes No N/A 

8.  

What is the period of retention for the 
station manager’s log book entries? If 
entries are collected, how often and by 
whom? 
 
*Verify Log 
 
(SSOP 9, SSOP 15, SSOP 25, SSOP 38) 

SM Response: 
-Station manager log every three (3) months  
-When the log expires it is added to the trap bag and 
gets transferred to the division office 
-Documents/files transfer is performed by WMATA mail 
person. 

  
Confirmed that the current log book was being used and 
begin date and expiry date was clearly marked on the 
cover page. 
 
Please see picture # (4) 

☒ ☐ ☐ 

Safety/Security 

9.  

Where are the locations of the safety 
equipment and the emergency cabinet? 
 
*Verify inventory 
 
(SSOP 1, SSOP 55) 

-At Station manager Kiosk mezzanine 
-Station Manager was familiar with the locations of the 
safety equipment and the Emergency cabinet was 
located near to the KIOSK as required. There is no list of 
the contents. 
          
Please see picture # (7,8 & 11) 

☐ ☒ ☐ 

10.  

How often do you conduct inspections 
of the station’s interior and exterior 
areas for unsafe conditions, equipment 
failures and station cleanliness 
conditions?  
 
*Verify Log 
 
(SSOP 1: 1.5.2.3.,  SSOP 7 SSOP 9) 

SM Response: 
He stated the inspection is done every hour and 
deficiencies are documented.  
 
Verified log  
 
Please see picture # (5 & 9) 

☒ ☐ ☐ 

11.  

How do you handle unsafe or 
malfunctioning equipment?  
 
*Verify Log Sheet 
 
(SSOP 1) 

SM Response: 
-Call the equipment maintenance division  for ticket 
(AFC&ELES) 
-Call ROCC/request for bus bridge 
-Log  the information 
 
Verified log 
 
Please see picture # (10, 15 & 17) 

☒ ☐ ☐ 

12.  

What do you do in case of fire or other 
evacuations?  
 
(SSOP 1) 

SM Response: 
 

 
 

 

☒ ☐ ☐ 
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No Evaluation Criteria Comments Yes No N/A 

13. 

What do you do in case of intrusion 
alarms? 

(SSOP 1, TOC-OTR-15-007) 

SM Response: 

-Yes I have received training for proper responses to 
intrusion detection alarms. 

☒ ☐ ☐ 

14. 

How do you handle customer injury 
reports? 

*Verify Log Sheet

(SSOP 2) 

SM Response: 
 -Try to help/Check if they are ok. 
 -Call Central 
 -Use Rail Train station Kiosk to document the situation. 
- Get witness information 

Verified log and the presence of incident and accident 
report stored in the kiosk  

Please see picture # (1) 

☒ ☐ ☐ 

15. 

What happens when you use the 
Automated External   Defibrillator(AED) 
 or any items from the first aid kit? 

(SSOP 2) 

SM Response: 
-Call and notify central and the use of AED. 
-Create a log for the AED use in Station Manager log 
book.  

Please see picture # (11) 

☒ ☐ ☐

16. 

How and how often do you test the  
Elevator intercom system, Passenger 
Emergency Reporting System (PERS)? 

(SSOP 44, SOP41) 

SM Response: 
-ETS box is tested at the station   
Opening. 
-Testing is handled by the Supervisor. 

☐ ☒ ☐

17. 

How do you inspect and record covered 
/uncovered electrical outlets and resolve? 

TOC-EGR-15-005 

-Call power if noticed an uncovered electrical outlet. 
-Block out access to the defective outlet 
-Get ticket number 
-No special checklist available for outlets, lights etc. 

☐ ☒ ☐

18. 

Do you have a handheld radio available? 

*Verify calibration

(SSOP 57) 

Observations: 
The Station manager kept the radio in and out of the 
Kiosk. Radio is calibrated. 

Please see picture # (13) 

☒ ☐ ☐

Quality of Work & Customer Service 

19. 
Do you handle loose cash? 

(SSOP 18) 

SM Response: 

☒ ☐ ☐ 
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No Evaluation Criteria Comments Yes No N/A 

20. 

How do you handle fare shortages or lost 
fare cards?  

(SSOP 20) 

SM Response: 
-Instruct customers to call Smart Trip department. 
-Allow access to external machine for credit card. 
-In some cases you let customers exiting out without 
paying the balance. 

☒ ☐ ☐ 

21. 
How do you process TRIP Pass? 

(SSOP 23) 

SM Response: 
-Not sure. 
-An example of trap bag was pulled out and presented 
for review. 

Please see picture # (14) 

☐ ☒ ☐

22. 
How frequently do you see your 
supervisors as a part of oversight? At least once a day. ☐ ☐ ☒

23. 

Does the Station Manager use effective 
communication and show professionalism 
with customers. 
(Perform observation make notes at the 
end). 

(SSOP 59) 

The observed Station Managers was not effective in 
communication. ☐ ☒ ☐

24 

What training do Station Managers 
receive to specifically deal with disabled 
customers or with ADA regulations in 
general? How do they communicate with 
those using ASL?  
(American Sign Language) 

Rule of ADA. 
No whiteboard in this station. ☒ ☐ ☐

25 How do you accommodate customers if 
the handicap fare gates are inoperable? 

If they have smart trip cards or not they are let go. 
Station manager opens the emergency gate and let 
them leave. ☒ ☐ ☐

26 

How do Station Managers ensure those 
who need accommodations can get out 
of the system in the case of escalator 
failure?  Is this logged and reported? 

-In case of no train, no escalator or no elevator, station 
manager fills out incident report. ☒ ☐ ☐

27 

Are passageways clear of debris/ trip 
hazards, is there anything restricting 
width/flow through narrower 
passageways. 

The station is clear of debris and congestion. ☒ ☐ ☐
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No Evaluation Criteria Comments Yes No N/A 

28 

1) What do you think about your Job
Responsibilities? What and how it can be 
improved? 
2) Are there any issues with the
Kiosk/Equipment? 
3) What can be improved to make your
job more efficient? 
4) What do you think about Training for
the job? What can be Improved? 
5) What are the customer related issues?
6) What are different locks and how are
the keys controlled? 

- He takes his job very seriously. 
- Need more manpower in this busy station. 
- Need supervisors to support the stations managers. 
- It’s hard to deal with people who don’t want to pay. 
- Entrance gate lock key is the same cross the board 

(Metro system). 
- Emergency cabinet lock is a combination lock. 
- Kiosk and kiosk cabinet uses a combination lock. 
- Police presence would help. 

☐ ☐ ☒
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Pictures 

Picture #1 Picture #2 

Verified Incident Forms 
6/12/2017 11:20 AM 

Elevator/Escalator Log 
6/12/2017 11:25 AM

Picture #3 Picture #4 

Station Operators Console 
6/12/2017 11:35 AM

Station Manager’s Log 
6/12/2017 11:40 AM
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Picture #5 Picture #6 

Station Condition Checklist 
6/12/2017 11:50 AM

Station Manager’s Station Closing Checklist 
6/12/2017 11:52 AM

Picture #7 Picture #8 

Emergency Cabinet Checklist 
6/12/2017 12:10 PM

Emergency Cabinet Checklist 
6/12/2017 12:10 PM
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Picture #9 Picture #10 

Station Manager Hourly Checklist 
6/12/2017 12:15 PM

Station Manager Log Book 
6/12/2017 12:25 PM

Picture #11 Picture #12 

Defibrillator 
6/12/2017 12:35 PM

Temporary Block Out Fence 
6/12/2017 12:45 PM
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Picture #13 Picture #14 

Compliant Radio 
6/12/2017 1:00 PM

Collected TRIP Passes   
6/12/2017 1:10 PM

Picture #15 Picture #16 

Trip Bag 
6/12/2017 1:00 PM

Escalator Log Book 
6/12/2017 1:30 PM
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Picture #17 

Elevator Log Book 
6/12/2017 1:30 PM
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METRO ROLLING STOCK ASSURANCE PROGRAM 
Station Managers Assessment Checklist 

Station Manager Responsibilities Assessment Checklist 
QICO Representatives: 

Location: Fort Totten Date: 6/^66/6/176 

Criteria of Audit: 

- Procedure – Processing Steps 
- Documentation Associated with Components – Record Keeping 
- Quality Checks / Completion Sign Off Sheets 
- Shipping & Storage 
- Employee & Supervisor Training / Certification – Record Keeping 

No Evaluation Criteria Comments Yes No N/A 

Field Observation/ Interview 

Station Manager: 

Compliance with Standard 

1. 

Do you have a copy of the current 
Metrorail Stations Standard Operating 
Procedures Hand Book (8/25/15), and the 
MSRPH available? 

*Verify hard copy

-MSRPH was not available at the Kiosk. ☐ ☒ ☐

2. 

How do you report incidents/accidents/ 
emergencies?  
*Verify Log

Verify availability of WMATA/RTRA 
Incident Accident Report Form. 

(SSOP 1, SSOP 2, SSOP 3, SSOP 3A, SSOP 
6 and SSOP 8) 

SM Response: 

Verified the availability of the blank incident accident 
forms and checked availability of filled forms.  

☒ ☐ ☐

3. 

How do you handle and record elevator 
and escalator operations? 

*Verify Logs

(SSOP 7, SSOP 9) 

SM Response: 
-The daily Elevator condition log is used for recording.  
-In case of failure, ELES is contacted to report the 
problem.  
-ROCC is contacted inform them about the ELES status in 
the station.  
-Elevators and Escalators are inspected at the opening of 
the station.  
-Cameras are used to monitor the escalator and elevator 
condition. 

Verified logs. 

Please pictures # (3 & 4) 

☒ ☐ ☐
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No Evaluation Criteria Comments Yes No N/A 

4. 

How do you handle and record automatic 
fare collection (AFC) operations? 

*Verify Logs

(SSOP 15, SSOP 17) 

SM Response: 
-Record failures in the station manager’s log. 
-Notify AFC for failure. 
-Request Incident/failure work order number from AFC 
for tracking purpose. 

Verified log and entries. 

Please see picture # (5) 

☒ ☐ ☐

5. 

Who has access to fare card vendors and 
exit fare machines? How is it recorded? 

*Verify Access Control Log

(SSOP 15, SSOP 17) 

SM Response: call 
-AFC technician for failures/servicing. 
-Revenue personnel for cash related issues. 

Log available and verified 

☒ ☐ ☐

6. 

What is the process for station opening or 
station relief? 

*Verify Log

(SSOP 25, SSOP 32) 

SM Response: 

Log book available and maintained. 

Please see picture # (6) 

☒ ☐ ☐

7. 

What is process for station closing? Is 
there a checklist?  

*Verify availability of checklist

(SSOP 46) 

SM Response: 

Verified the availability of the check list and entries. 

☒ ☐ ☐

Records Management 
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No Evaluation Criteria Comments Yes No N/A 

8. 

What is the period of retention for the 
station manager’s log book entries? If 
entries are collected, how often and by 
whom? 

*Verify Log

(SSOP 9, SSOP 15, SSOP 25, SSOP 38) 

SM Response: 
-Station manager’s log is for every three (3) months.  
-When the log expires it is added to the trap bag and 
gets transferred to the division office. 
-Documents/files transfer is performed by WMATA mail 
person. 

Confirmed that the current log book was being used and 
that begin and expiry dates are clearly marked on the 
front page. 

☒ ☐ ☐

Safety/Security 

9. 

Where are the locations of the safety 
equipment and the emergency cabinet? 

*Verify inventory

(SSOP 1, SSOP 55) 

-At Station manager’s Kiosk mezzanine. 
-Station Manager was familiar with the location of the 
safety equipment and the Emergency cabinet was 
located near the kiosk as required. 

Please see picture # (7) 

☒ ☐ ☐

10. 

How often do you conduct inspections 
of the station’s interior and exterior 
areas for unsafe conditions, equipment 
failures and station cleanliness 
conditions?  

*Verify Log

(SSOP 1: 1.5.2.3.,  SSOP 7 SSOP 9) 

SM Response: 
Inspection is done every hour and deficiencies are 
documented.  

Verified log.  
Station condition check list is available. 

Please see picture # (8) 

☒ ☐ ☐

11. 

How do you handle unsafe or 
malfunctioning equipment?  

*Verify Log Sheet

(SSOP 1) 

SM Response: 
-Set up safety cones and/or gates around malfunctioning 
equipment. 
-Call the equipment maintenance division for work order 
(AFC&ELES). 
-Call ROCC.  
-Log the information. 

Verified log. 

Please see pictures # (9 & 10) 

☒ ☐ ☐

12. 

What do you do in case of fire or other 
evacuations?  

(SSOP 1) 

SM Response: 

☒ ☐ ☐
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No Evaluation Criteria Comments Yes No N/A 

13. 

What do you do in case of intrusion 
alarms? 

(SSOP 1, TOC-OTR-15-007) 

SM Response: 

☒ ☐ ☐

14. 

How do you handle customer injury 
reports? 

*Verify Log Sheet

(SSOP 2) 

SM Response: 
-Try to help/Check if they are ok. 
-Call Central. 
-Document the situation. 
-Fill out an incident report and put in the trap bag. 

Verified log and the presence of incident and accident 
report stored in the kiosk. 

☒ ☐ ☐

15. 

What happens when you use the 
Automated External   Defibrillator(AED) 
 or any items from the first aid kit? 

(SSOP 2) 

SM Response: 
-Call and notify central about the use of the AED. 
-Create a log for the AED use in the Station Manager’s 
log book.  

Verified the availability of the AED and that the 
calibration is in compliance. 

☒ ☐ ☐

16. 

How and how often do you test the  
Elevator intercom system, Passenger 
Emergency Reporting System (PERS)? 

(SSOP 44, SSOP 41) 

SM Response: 
-Emergency Telecommunication System (ETS) box is 
tested during the station opening. 
-Testing is handled by the Supervisor, and requires two 
people to perform the check. 

☐ ☒ ☐

17. 

How do you inspect and record covered 
/uncovered electrical outlets and resolve? 

TOC-EGR-15-005 

SM Response: 
-Block out access to the defective outlet by using a 
barricade. 
-Call power. 
-Get a work order number and log into the SM’s log. 
-No special checklist available for outlets, lights etc. 

☐ ☒ ☐

18. 

Do you have a handheld radio available? 

*Verify calibration

(SSOP 57) 

Observations: 
-The Station manager kept the radio in and out of the 
Kiosk. 
-Calibration date is not readable. 

Please see picture # (11 & 12) 

☒ ☐ ☐

Quality of Work & Customer Service 

19. 
Do you handle loose cash? 

(SSOP 18) 

SM Response: 
☒ ☐ ☐
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No Evaluation Criteria Comments Yes No N/A 

20.  

How do you handle fare shortages or lost 
fare cards?  
 
(SSOP 20) 

SM Response: 
-Instruct customers to call the SmarTrip department. 
-Allow access to external machine for credit card. 
-In some cases customers are allowed to exit out without 
paying the balance, as RTRA supervision is trying to 
avoid incidents between employees and possible unruly 
riders. 

☒ ☐ ☐ 

21.  

How do you process TRIP Pass? 
 
(SSOP 23) 

SM Response: 
-Station Manager issues a Trip Pass when customer’s 
money cannot be retrieved from the vending machine. 

☒ ☐ ☐ 

22.  

How frequently do you see your 
supervisors as a part of oversight? 

At least once a day. ☒ ☐ ☐ 

23.  

Does the Station Manager use effective 
communication and show professionalism 
with customers. 
(Perform observation make notes at the 
end). 
 
(SSOP 59) 

The observed Station Manager was effective in 
communication. ☒ ☐ ☐ 

24 

What training do Station Managers 
receive to specifically deal with disabled 
customers or with ADA regulations in 
general? How do they communicate with 
those using ASL (American Sign 
Language)?  
 

SM Response: 
-Rules of ADA. 
-No whiteboard in this station, pen/pencil and paper are 
used for communication. 

☒ ☐ ☐ 

25 
 

How do you accommodate customers if 
the handicap fare gates are inoperable? 

SM Response: 
-If they have or do not have a smart trip card, they are 
still allowed out of the emergency gate.  
 

☒ ☐ ☐ 

26 
 

How do Station Managers ensure those 
who need accommodations can get out 
of the system in the case of escalator 
failure?  Is this logged and reported? 

SM Response: 
-In case of no train, no escalator and no elevator, the 
station manager fills out incident report and calls the fire 
department. 

☒ ☐ ☐ 

27 

Are passageways clear of debris/ trip 
hazards, is there anything restricting 
width/flow through narrower 
passageways. 

Yes. ☒ ☐ ☐ 
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No Evaluation Criteria Comments Yes No N/A 

28 

1) What do you think about your Job 
Responsibilities? What and how it can be 
improved? 
2) Are there any issues with the 
Kiosk/Equipment? 
3) What can be improved to make your 
job more efficient?  
4) What do you think about Training for 
the job? What can be Improved? 
5) What are the customer related issues? 
6) What are different locks and how are 
the keys controlled? 

-He takes his job very seriously. 
-Needs more manpower in this busy station. 
-Needs supervisors to support the stations managers. 
-Needs refresh training. 
-People with earphone and cannot hear instruction. 
-Have introductory Spanish language training to stations 
managers. 
-Need higher fair gate to slow down customers who 
don’t want to pay fare cards. 
-Entrance gate lock key is the same across the board 
(Metro system)-Metro Key. 
-Emergency box uses a combination lock. 
-Kiosk and kiosk cabinet uses a combination lock. 

 

☐ ☐ ☒ 
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Pictures 

Picture #1 Picture #2 

Bus Stop Ceiling Partially Missing 
6/6/2017 04:00 PM 

Hanging Cable 
6/6/2017 04:00 PM

Picture #3 Picture #4 

Elevator/Escalator Repair Log 
6/6/2017 01:00 PM

Daily Elevator Condition Log 
6/6/2017 01:15 PM
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Picture #5 Picture #6 

Station Manager’s Log 
6/6/2017 01:35 PM 

Station Condition Checklist 
6/6/2017 01:50 PM

Picture #7 Picture #8 

Emergency Cabinet Equipment Checklist 
6/6/2017 02:00 PM

Station Manager Hourly Checklist 
6/6/2017 02:10 PM
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Picture #9 Picture #10 

Station Manager’s Log 
6/6/2017 02:25 PM 

Station Condition Checklist 
6/6/2017 02:25 PM

Picture #11 Picture #12 

Compliant Handheld Radio 
6/6/2017 02:30 PM

Filled Station Radio Log 
6/6/2017 02:30 PM
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METRO ROLLING STOCK ASSURANCE PROGRAM 
Station Managers Assessment Checklist 

Station Manager Responsibilities Assessment Checklist 
QICO Representatives: 

Location: Medical Center  Date: 6/^66/6/176 

Criteria of Audit: 

- Procedure – Processing Steps 
- Documentation Associated with Components – Record Keeping 
- Quality Checks / Completion Sign Off Sheets 
- Shipping & Storage 
- Employee & Supervisor Training / Certification – Record Keeping 

No Evaluation Criteria Comments Yes No N/A 

FIELD OBSERVATION/ INTERVIEW 

Station Manager: 

Compliance with Standard 

1. 

Do you have a copy of the current 
Metrorail Stations Standard Operating 
Procedures Hand Book (8/25/15), and the 
MSRPH available? 

*Verify hard copy

MSRPH hard copy was not available at the Kiosk. ☐ ☒ ☐

2. 

How do you report incidents/accidents/ 
emergencies?  
*Verify Log

Verify availability of WMATA/RTRA 
Incident Accident Report Form. 

(SSOP 1, SSOP 2, SSOP 3, SSOP 3A, SSOP 
6 and SSOP 8) 

SM Response: 

Verified the availability of the blank incident accident 
forms and checked availability of filled forms.  

☒ ☐ ☐

3. 

How do you handle and record elevator 
and escalator operations? 

*Verify Logs

(SSOP 7, SSOP 9) 

SM Response: 
-The daily Elevator condition log is used as a record.  
-In case of failure, contact the ELES to report the 
problem.  
-Contact ROCC to let them know the ELES status in the 
station.  
-Elevators and Escalators are inspected at the opening of 
the station.  

Verified logs. 

Please see pictures # (1 & 2). 

☒ ☐ ☐
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No Evaluation Criteria Comments Yes No N/A 

4.  

How do you handle and record automatic 
fare collection (AFC) operations? 
 
*Verify Logs 
 
(SSOP 15, SSOP 17) 

SM Response: 
-Record failures in the Station manager’s log to 
document the failure. 
-Notify AFC about the failure. 
-Request Incident/failure Work Order number from AFC 
for tracking purpose. 
 
Verified log and entries. 
 
Please see picture # (3). 

☒ ☐ ☐ 

5.  

Who has access to fare card vendors and 
exit fare machines? How is it recorded? 
 
*Verify Access Control Log 
 
(SSOP 15, SSOP 17) 

SM Response: 
-AFC technician for failures/servicing. 
-Revenue personnel for cash related issues. 
-It is recorded into the AFC section of the SM’s log book. 
 
Log available and verified. 
 
Please see picture # (3). 

☒ ☐ ☐ 

6.  

What is the process for station opening or 
station relief? 
 
*Verify Log 
 
(SSOP 25, SSOP 32) 

SM Response: 
 

 
 

 
 

 
 

 
  

  
 

 
Log book available and maintained. 
 
Please see picture # (3). 

☒ ☐ ☐ 

7.  

What is process for station closing? Is 
there a checklist?  
 
*Verify availability of checklist 
 
(SSOP 46) 
 
 
 
 
 
 

SM Response: 
  

 
 

 
 

 
 
Verified the availability of the check list and entries. 
 
Please see picture # (5). 

☒ ☐ ☐ 
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Records Management 

8.  

 
What is the period of retention for the 
station manager’s log book entries? If 
entries are collected, how often and by 
whom? 
 
*Verify Log 
 
(SSOP 9, SSOP 15, SSOP 25, SSOP 38) 

SM Response: 
- Station Manager’s log is for every three (3) months.  
- When the log expires it is added to the trap bag and 

gets transferred to the division office. 
- Documents/files transfer is performed by WMATA mail 

person. 
 

☒ ☐ ☐ 

Safety/Security 

9.  

Where are the locations of the safety 
equipment and the emergency cabinet? 
 
*Verify inventory 
 
(SSOP 1, SSOP 55) 

-At the Station manager’s Kiosk mezzanine. 
-Station Manager was familiar with the location of the 
safety equipment and the Emergency cabinet was 
located near to the KIOSK as required.  
-There was no inventory checklist in the cabinet to verify 
the daily checks. 
-The emergency Cabinet was not in a good shape, the 
flashlight is without a good battery and things were 
dusty. 
-expired First aid kit 
 
Please see pictures # (6 & 7). 

☐ ☒ ☐ 

10.  

How often do you conduct inspections 
of the station’s interior and exterior 
areas for unsafe conditions, equipment 
failures and station cleanliness 
conditions?  
 
*Verify Log 
 
(SSOP 1: 1.5.2.3.,  SSOP 7 SSOP 9) 

SM Response: 
-Inspection is done every hour and deficiencies are 
documented.  
 
Verified log. 
Station condition check list available. 
 
Please see picture # (8). 

☒ ☐ ☐ 

11.  

How do you handle unsafe or 
malfunctioning equipment?  
 
*Verify Log Sheet 
 
(SSOP 1) 

SM Response: 
-Call the equipment maintenance division for a ticket 
number. 
-Call ROCC.  
-Log the information into the SM’s log book. 
 
Verified log. 
 
Please see picture # (9). 

☒ ☐ ☐ 

http://www.wmata.com/transparency  Quality Assurance, Internal Compliance & Oversight (QICO) 
  “Quality Trumps Quantity” 

 
Page 63 of 165

http://www.wmata.com/transparency


 

No Evaluation Criteria Comments Yes No N/A 

12.  

What do you do in case of fire or other 
evacuations?  
 
(SSOP 1) 

SM Response: 
 

 
 

 
 

 
 

 

☒ ☐ ☐ 

13.  

What do you do in case of intrusion 
alarms? 
 
(SSOP 1, TOC-OTR-15-007) 

SM Response: 
 

 ☒ ☐ ☐ 

14.  

How do you handle customer injury 
reports? 
 
*Verify Log Sheet 
 
(SSOP 2) 

SM Response: 
 -Try to help. 
 -Call Central. 
 -Document the situation. 
 
Verified log and presence of the incident/accident report 
stored in the kiosk.  

☒ ☐ ☐ 

15.  

 
What happens when you use the 
Automated External   Defibrillator(AED) 
 or any items from the first aid kit? 
 
(SSOP 2) 

SM Response: 
-Call and notify central about the use of the AED. 
-Log into the Station Manager’s log book.  
-If the green light is blinking, this is the indication that the 
AED is operational.  
-Emergency management performs AED inspection 
every 30 days. 
 
Verified the availability of AED and that its calibration 
date is in compliance. 

☒ ☐ ☐ 

16.  

How and how often do you test the  
Elevator intercom system, Passenger 
Emergency Reporting System (PERS)? 
 
(SSOP 44, SSOP 41) 

SM Response: 
-ETS box is tested at the station   
Opening. 
-Not often 
-Handled by the Communications department. 

☐ ☒ ☐ 

17.  

How do you inspect and record covered 
/uncovered electrical outlets and resolve? 
 
TOC-EGR-15-005 

-No special checklist available for outlets, lights, etc. ☐ ☒ ☐ 

18.  

Do you have a handheld radio available? 
 
*Verify calibration 
 
(SSOP 57) 

-The Station manager kept the radio in and out of the 
Kiosk. The radio was in compliance in term of calibration. 
(Expiry Date November 7, 2018) 
 
Please see picture # (10). 

☒ ☐ ☐ 

Quality of Work & Customer Service 
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No Evaluation Criteria Comments Yes No N/A 

19.  

Do you handle loose cash? 
 
(SSOP 18) 

SM Response: 
 

 
 

 

☒ ☐ ☐ 

20.  

How do you handle fare shortages or lost 
fare cards?  
 
(SSOP 20) 

SM Response: 
-Verify. 
-Attempt to fix the issue at the vending machine. 
-Fill out a report. 
-Instruct customers to call the SmarTrip group. 
-Allow access to external machine for credit card usage. 

☒ ☐ ☐ 

21.  
How do you process TRIP Pass? 
 
(SSOP 23) 

SM Response: 
-Station Manager issues a trip pass in case customer’s 
money cannot be retrieved from the vending machine.  

☒ ☐ ☐ 

22.  
How frequently do you see your 
supervisors as a part of oversight? 

SM Response: 
-At least once a day. ☒ ☐ ☐ 

23.  

Does the Station Manager use effective 
communication and show professionalism 
with customers. 
(Perform observation make notes at the 
end). 
 
(SSOP 59) 

-The observed Station Manager was effective in 
communication. He appears knowledgeable. ☒ ☐ ☐ 

24 

What training do Station Managers 
receive to specifically deal with disabled 
customers or with ADA regulations in 
general? How do they communicate with 
those using ASL (American Sign 
Language)?  

SM Response: 
-Rule of ADA. 
-The Station manager uses writing to communicate.  

☒ ☐ ☐ 

25 
 

How do you accommodate customers if 
the handicap fare gates are inoperable? 

SM Response: 
-If they have or do not have smart trip cards, they are let 
go.  
-Station manager uses his gate access card to open the 
gate for them. 

☒ ☐ ☐ 

26 
 

How do Station Managers ensure those 
who need accommodations can get out 
of the system in the case of escalator 
failure?  Is this logged and reported? 

SM Response: 
-Station manager fills out an incident report. 
-Call Fire department. 
 
Verified the availability of the blank incident accident 
forms and checked availability of filled forms. 

☒ ☐ ☐ 

27 

Are passageways clear of debris/ trip 
hazards, is there anything restricting 
width/flow through narrower 
passageways. 

-Station was clean and clear of any debris/hazards. ☒ ☐ ☐ 
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28 

1) What do you think about your Job 
Responsibilities? What and how it can be 
improved? 
2) Are there any issues with the 
Kiosk/Equipment? 
3) What can be improved to make your 
job more efficient?  
4) What do you think about Training for 
the job? What can be Improved? 
5) What are the customer related issues? 
6) What are different locks and how are 
the keys controlled? 

SM Response: 
-People with earphones cannot hear instructions causing 
themselves and SM confusion/ frustration. 
-Sufficient training. 
-Need taller fair gates 
-Entrance gate lock key is the same cross the board 
(Metro system)-Metro Key. 
-Emergency box is locked with a combination lock. 
-Kiosk and kiosk cabinet  uses a combination lock. 

 

☐ ☐ ☒ 
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Pictures 

Picture #1 Picture #2 

Elevator/Escalator Repair Log 
6/6/2017 09:25 AM 

Daily Elevator Condition Log 
6/6/2017 09:25 AM

Picture #3 Picture #4 

Station Manager’s Log 
6/6/2017 09:35 AM

Station Condition Checklist 
6/6/2017 09:50 AM
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Picture #5 Picture #6 

Station Manager’s Station Closing Checklist 
6/6/2017 09:52 AM 

Emergency Cabinet 
6/6/2017 10:10 AM

Picture #7 Picture #8 

Expired Contents in Medical Kit 
6/6/2017 10:10 AM

Station Manager Hourly Checklist 
6/6/2017 10:30 AM

http://www.wmata.com/transparency Quality Assurance, Internal Compliance & Oversight (QICO) 
“Quality Trumps Quantity” 

 
Page 68 of 165

http://www.wmata.com/transparency


Picture #9 Picture #10 

Station Manager’s Log 
6/6/2017 10:45 AM 

Compliant radio 
6/6/2017 10:50 AM
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METRO ROLLING STOCK ASSURANCE PROGRAM 
Station Managers Assessment Checklist 

Station Manager Responsibilities Assessment Checklist 
QICO Representatives: 

Location: PG Plaza Date: 6/^66/9/176 

Criteria of Audit: 

- Procedure – Processing Steps 
- Documentation Associated with Components – Record Keeping 
- Quality Checks / Completion Sign Off Sheets 
- Shipping & Storage 
- Employee & Supervisor Training / Certification – Record Keeping 

No Evaluation Criteria Comments Yes No N/A 

Field Observation/ Interview 

Station Manager: 

Compliance with Standard 

1. 

Do you have a copy of the current 
Metrorail Stations Standard Operating 
Procedures Hand Book (8/25/15), and the 
MSRPH available? 

*Verify hard copy

-MSRPH hard copy was not available at the Kiosk. 
☐ ☒ ☐

2. 

How do you report incidents/accidents/ 
emergencies?  
*Verify Log

Verify availability of WMATA/RTRA 
Incident Accident Report Form. 

(SSOP 1, SSOP 2, SSOP 3, SSOP 3A, SSOP 
6 and SSOP 8) 

SM Response: 

Verified the availability of the blank incident/accident 
forms and checked the availability of the filled forms. 

Please see picture # (2). 

☒ ☐ ☐

3. 

How do you handle and record elevator 
and escalator operations? 

*Verify Logs

(SSOP 7, SSOP 9) 

SM Response: 
-Record the incident in the Station Manager’s log book. 
-Record the incident in the elevator/escalator log book. 
-Call ELES division and request an incident ticket number. 
-If the failure is corrected, close (clear) the incident in the 
Station Manager’s log book. 

Verified logs. 

Please see pictures # (3 & 4). 

☒ ☐ ☐
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No Evaluation Criteria Comments Yes No N/A 

4.  

How do you handle and record automatic 
fare collection (AFC) operations? 
 
*Verify Logs 
 
(SSOP 15, SSOP 17) 

SM Response: 
-Visually verify and try to fix it/reset from kiosk computer. 
-For a hard failure, call AFC and get the incident work 
order number. 
-Complete the AFC section of the SM’s log. 
-Log the failure in the Station Manager’s log. 
 
Verified log and entries. 

☒ ☐ ☐ 

5.  

Who has access to fare card vendors and 
exit fare machines? How is it recorded? 
 
*Verify Access Control Log 
 
(SSOP 15, SSOP 17) 

SM Response: 
-AFC mechanics. 
-Revenue personnel. 
-Any fare issue is recorded into the SM’s log book under 
the AFC section. 
 
Log available and verified. 

☒ ☐ ☐ 

6.  

What is the process for station opening or 
station relief? 
 
*Verify Log 
 
(SSOP 25, SSOP 32) 

SM Response: 
 

 
 

 
 

 
 

 
 

 
Log book available and maintained. 
 
Please see pictures # (4 & 5). 

☒ ☐ ☐ 

7.  

What is process for station closing? Is 
there a checklist?  
 
*Verify availability of checklist 
 
(SSOP 46) 

SM Response: 
 

 
 

 
 

 
Verified the availability of the check list and entries. 
 
Please see picture # (6). 

☒ ☐ ☐ 

Records Management 
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No Evaluation Criteria Comments Yes No N/A 

8.  

 
What is the period of retention for the 
station manager’s log book entries? If 
entries are collected, how often and by 
whom? 
 
*Verify Log 
 
(SSOP 9, SSOP 15, SSOP 25, SSOP 38) 

SM Response: 
-Every three (3) months.  
-When the log expires it is added to the trap bag and 
gets transferred to the division office. 
-New log begins.   

  
Confirmed that the current log book is being used and 
that the begin and expiry dates were clearly marked on 
the front page. 

☒ ☐ ☐ 

Safety/Security 

9.  

Where are the locations of the safety 
equipment and the emergency cabinet? 
 
*Verify inventory 
 
(SSOP 1, SSOP 55) 

-Station Manager was familiar with the location of the 
safety equipment and the emergency cabinet was 
located near to the kiosk as required. 
-Emergency Kit was in good condition. 
-No checklist available. 
                     
Please see pictures # (7 & 8). 

☐ ☒ ☐ 

10.  

How often do you conduct inspections 
of the station’s interior and exterior 
areas for unsafe conditions, equipment 
failures and station cleanliness 
conditions?  
 
*Verify Log 
 
(SSOP 1: 1.5.2.3.,  SSOP 7 SSOP 9) 

SM Response: 
-Every hour.  
-In case of a new failure, isolate the equipment, call the 
responsible department and log the incident. 
 
Verified log.  
Station condition check list is available. 
 
Please see pictures # (9, 10 & 11). 

☒ ☐ ☐ 

11.  

How do you handle unsafe or 
malfunctioning equipment?  
 
*Verify Log Sheet 
 
(SSOP 1) 

SM Response: 
-Shut down/ turn off the equipment. 
-Put up a barrier. 
-Call in for a work order.  
-Log the information into the SM’s log book. 
 
Verified log 
 
Please see picture # (10). 

☒ ☐ ☐ 

12.  

What do you do in case of fire or other 
evacuations?  
 
(SSOP 1) 

SM Response: 
 

 
 

 
 

 

☒ ☐ ☐ 
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No Evaluation Criteria Comments Yes No N/A 

13.  

What do you do in case of intrusion 
alarms? 
 
(SSOP 1, TOC-OTR-15-007) 

SM Response:  
  

 

 

☒ ☐ ☐ 

14.  

How do you handle customer injury 
reports? 
 
*Verify Log Sheet 
 
(SSOP 2) 

SM Response: 
-Conduct a medical assessment. 
-Ask for a medical condition, history, prescription, etc.  
-Call Central. 
-Prepare a report, leave one copy in the trap bag. 
-If elevator/escalator related, one copy remains in the 
Kiosk. 
 
Verified log and the presence of the incident and 
accident reports stored in the kiosk. 

☒ ☐ ☐ 

15.  

 
What happens when you use the 
Automated External   Defibrillator(AED) 
 or any items from the first aid kit? 
 
(SSOP 2) 

SM Response: 
-Call ROCC. 
 
Verified the availability of the AED and that the 
calibration Date is in compliance. 

☒ ☐ ☐ 

16.  

How and how often do you test the  
Elevator intercom system, Passenger 
Emergency Reporting System (PERS)? 
 
(SSOP 44, SSOP 41) 

SM Response: 
-Intercom system is tested by COMM department. ☐ ☒ ☐ 

17.  

How do you inspect and record covered 
/uncovered electrical outlets and resolve? 
 
TOC-EGR-15-005 

SM Response:  
-If there is a discrepancy, call MOC and request an 
incident work order number. 
-For lighting and other, just use the log book to record 
the discrepancies (MISC section). 

☐ ☒ ☐ 

18.  

Do you have a handheld radio available? 
 
*Verify calibration 
 
(SSOP 57) 

-The radio was in the kiosk on the charger. 
-QICO checked the calibration date and found it to be in 
compliance (expiry date February 30, 2019). 
 
Please see picture # (12). 
 
  

☒ ☐ ☐ 

Quality of Work & Customer Service 
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No Evaluation Criteria Comments Yes No N/A 

19. 

Do you handle loose cash? 

(SSOP 18) 
SM Response: 

 ☒ ☐ ☐

20. 

How do you handle fare shortages or lost 
fare cards?  

(SSOP 20) 

SM Response: 
-Verify. 
-Attempt to fix the issue at the vending machine. 
-Fill out a report, inform the customer to call the 
SmarTrip Group for guidance to fix the fare issue. 
-Fill out the SmarTrip form. 
-Allow access to the external machine for credit card 
usage. 

☒ ☐ ☐

21. 
How do you process TRIP Pass? 

(SSOP 23) 
-Station Manager explained the process in details. ☒ ☐ ☐

22. 
How frequently do you see your 
supervisors as a part of oversight? 

-At least once a day. ☒ ☐ ☐

23. 

Does the Station Manager use effective 
communication and show professionalism 
with customers. 
(Perform observation make notes at the 
end). 

(SSOP 59) 

-The observed Station Manager was not effective in 
communication.   ☐ ☒ ☐

24 

What training do Station Managers 
receive to specifically deal with disabled 
customers or with ADA regulations in 
general? How do they communicate with 
those using ASL (American Sign 
Language)?  

-ADA class. 
-No training on ASL. 
-No white board in this location. 

☒ ☐ ☐

25 How do you accommodate customers if 
the handicap fare gates are inoperable? -Use the emergency door. ☒ ☐ ☐

26 
How do Station Managers ensure those 
who need accommodations can get out 
of the system in the case of escalator 
failure?  Is this logged and reported? 

SM Response: 
-Call ROCC and ELES. 
-Inform the customer about the nearest station to exit. 
-Log the problem in the Station Manager’s Log and the 
ELES log. 

Please see picture # (3). 

☒ ☐ ☐

27 

Are passageways clear of debris/ trip 
hazards, is there anything restricting 
width/flow through narrower 
passageways. 

The station is clear of debris and congestion. ☒ ☐ ☐
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No Evaluation Criteria Comments Yes No N/A 

28 

1) What do you think about your Job
Responsibilities? What and how it can be 
improved? 
2) Are there any issues with the
Kiosk/Equipment? 
3) What can be improved to make your
job more efficient? 
4) What do you think about Training for
the job? What can be Improved? 
5) What are the customer related issues?
6) What are different locks and how are
the keys controlled? 

Station manager position is a demanding
position
Trip pass comes with trouble, many people want
to take advantage of it and managers face
problems with verifying if the customer deserves
it.
The kiosk needs an upgrade.
Remove the black vendor machines, they are
obsolete.

☐ ☐ ☒
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Pictures 

Picture #1 Picture #2 

Multiple Service Lights Out 
6/9/2017 09:30 AM 

WMATA/RTRA Incident/Accident Report 
6/9/2017 09:30 AM

Picture #3 Picture #4 

Station Manager’s Log 
6/9/2017 09:35 AM

Daily Elevator Condition Log 
6/9/2017 09:35 AM
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Picture #5 Picture #6 

Station Condition Checklist 
6/9/2017 09:55 AM 

Station Manager’s Station Closing Checklist 
6/9/2017 10:15 AM

Picture #7 Picture #8 

Emergency Cabinet 
6/9/2017 10:35 AM

Emergency Cabinet Equipment Checklist 
6/9/2017 10:35 AM
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Picture #9 Picture #10 

Station Manager Hourly Checklist 
6/9/2017 10:55 AM 

Station Manager’s Log 
6/9/2017 11:00 AM

Picture #11 Picture #12 

Station Manager’s Station Closing Checklist 
6/9/2017 11:10 AM

Compliant Radio 
6/9/2017 11:20 AM
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METRO ROLLING STOCK ASSURANCE PROGRAM 
Station Managers Assessment Checklist 

Station Manager Responsibilities Assessment Checklist 
QICO Representatives: 

Location: Braddock Rd. Station Date: 6/13/2017 

Criteria of Audit: 

- Procedure – Processing Steps 
- Documentation Associated with Components – Record Keeping 
- Quality Checks / Completion Sign Off Sheets 
- Shipping & Storage 
- Employee & Supervisor Training / Certification – Record Keeping 

No Evaluation Criteria Comments Yes No N/A 

Field Observation/ Interview 

Station Manager: 

Compliance with Standard 

1. 

Do you have a copy of the current 
Metrorail Stations Standard Operating 
Procedures Hand Book (8/25/15), and the 
MSRPH available? 

*Verify hard copy

Observation: 
-Current Metrorail Stations Standard Operating 
Procedures Hand Book (8/25/15) is at the kiosk. 
-A hard copy of MSRPH was not available in the kiosk. 
-The Station Manager does not know how to access 
MSRPH through computer in the kiosk. 

☐ ☒ ☐ 

2. 

How do you report incidents/accidents/ 
emergencies?  
*Verify Log

Verify availability of WMATA/RTRA 
Incident Accident Report Form. 

(SSOP 1, SSOP 2, SSOP 3, SSOP 3A, SSOP 
6 and SSOP 8) 

SM Response: 

Verified the availability of the blank incident accident 
forms and checked availability of filled forms. 

Please see pictures # (1 & 2)  

☒ ☐ ☐ 

3. 

How do you handle and record elevator 
and escalator operations? 

*Verify Logs

(SSOP 7, SSOP 9) 

SM Response: 
-Elevator and Escalator inspection is done prior to 
opening of the station and monitored throughout the 
day for red indicator activity on the status panel. 
-When customer complaints, first visually verify on the 
CCTV monitor, contacts central to report escalator down 
and call in for repair, get work order ticket number, 
record in the SM log book and ELES Log. 

Verified Logs 

Please see picture # (3) 

☒ ☐ ☐ 
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No Evaluation Criteria Comments Yes No N/A 

4. 

How do you handle and record automatic 
fare collection (AFC) operations? 

*Verify Logs

(SSOP 15, SSOP 17) 

SM Response: 
-Visual verification. 
-Try to reset on Station Operation Console (SOC). 
-Call AFC department and record MAXIMO work order 
number. 
-Log in SM log 

Verified the availability of Log and entries. 

Please see picture # (4) 

☒ ☐ ☐ 

5. 

Who has access to fare card vendors and 
exit fare machines? How is it recorded? 

*Verify Access Control Log

(SSOP 15, SSOP 17) 

SM Response: 
-AFC Technician 
-Revenue Department. 
-Gets recorded in Station Manager log. 
-AFC Technician completes the task and records it by 
updating work order in MAXIMO. 

Logs available and verified 

Please see picture # (5) 

☒ ☐ ☐

6. 

What is the process for station opening or 
station relief? 

*Verify Log

(SSOP 25, SSOP 32) 

SM Response: 

 is same except the gates are 
not handled. 

Log book available and maintained 

Please see picture # (6) 

☒ ☐ ☐ 

7. 

What is process for station closing? Is 
there a checklist?  

*Verify availability of checklist

(SSOP 46) 

SM Response: 

Verified the availability of check list and entries 

Please see picture # (7) 

☒ ☐ ☐ 

Records Management 
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No Evaluation Criteria Comments Yes No N/A 

8. 

What is the period of retention for the 
station manager’s log book entries? If 
entries are collected, how often and by 
whom? 

*Verify Log

(SSOP 9, SSOP 15, SSOP 25, SSOP 38) 

SM Response: 
- The Station Manager Log book entries are held for one

year at the division and then sent to Stone Straw for 
another 7 years. 

- New log begins

Confirmed that the current log book was being used and 
begin date and expiry date was clearly marked on the 
cover page. 

Please see picture # (5) 

☒ ☐ ☐ 

Safety/Security 

9. 

Where are the locations of the safety 
equipment and the emergency cabinet? 

*Verify inventory

(SSOP 1, SSOP 55) 

-Station Manager was familiar with the locations of the 
safety equipment and the Emergency Cabinet was 
located near to the kiosk as required. 
-The Emergency Cabinet was locked with a Combination 
Number lock.   
-The check list was posted on the inside of the 
Emergency Cabinet Door as required but there were no 
entries on the check list 

Please see pictures # (8 & 9) 

☐ ☒ ☐

10. 

How often do you conduct inspections 
of the station’s interior and exterior 
areas for unsafe conditions, equipment 
failures and station cleanliness 
conditions?  

*Verify Log

(SSOP 1: 1.5.2.3.,  SSOP 7 SSOP 9) 

SM Response: 
-Inspection is done once per hour. Proper sign is 
displayed at kiosk when the Station Manager is out of 
kiosk on hourly inspection. 

Verified log 
Station condition check list available 

Please see pictures # (10 & 11) 

☒ ☐ ☐ 

11. 

How do you handle unsafe or 
malfunctioning equipment?  

*Verify Log Sheet

(SSOP 1) 

SM Response: 
- Place out of service sign. 
- Report to appropriate maintenance office. 
- Obtain and record work order number in Station           
Manager log. 

Verified log 

Please see picture # (12) 

☒ ☐ ☐ 
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No Evaluation Criteria Comments Yes No N/A 

12. 

What do you do in case of fire or other 
evacuations?  

(SSOP 1) 

SM Response: 

☒ ☐ ☐

13. 

What do you do in case of intrusion 
alarms? 

(SSOP 1, TOC-OTR-15-007) 

SM Response: 

-Received training pertaining to proper responses to 
intrusion detection alarms. 

☒ ☐ ☐ 

14. 

How do you handle customer injury 
reports? 

*Verify Log Sheet

(SSOP 2) 

SM Response: 
- Medical assessment. 
- Notify Rail Operations Information Center (ROIC). 
- Prepare report in duplicate and place in Trap bag. 
- Keep one copy in kiosk if Elevator/Escalator related. 
- Collect and record information on witness. 
- Station Manager explained the procedure in detail. 

Verified log and presence of incident and accident report 
stored in the kiosk 

Please see picture # (13) 

☒ ☐ ☐ 

15. 

What happens when you use the 
Automated External   Defibrillator(AED) 
 or any items from the first aid kit? 

(SSOP 2) 

SM Response: 
-Call central and inform use of AED. 
-Log in Station Manager log book.  
-Incident report for first aid kit item. 
-Get a replacement if used. 

Verified the availability of AED and that the calibration 
date is in compliance 

Please see pictures # (14 & 15) 

☒ ☐ ☐ 

16. 

How and how often do you test the  
Elevator intercom system, Passenger 
Emergency Reporting System (PERS)? 

(SSOP 44, SOP41) 

SM Response: 
-Handled by Communications department regularly. 
-Gets tested when customer use it and when wrongly 
pressed by customers. 

☐ ☒ ☐

17. 

How do you inspect and record covered 
/uncovered electrical outlets and resolve? 

TOC-EGR-15-005 

-Call power if an uncovered electrical outlet is 
discovered. 
-Block out access to the defective outlet using barricade. 
-Get work order number and log in SM log. 
-No special checklist available for outlets, lights etc. 

Please see picture # (16) 

☐ ☒ ☐
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No Evaluation Criteria Comments Yes No N/A 

18. 

Do you have a handheld radio available? 

*Verify calibration

(SSOP 57) 

Observations: 
-The radio was in the kiosk on the charger. 
-The digital Radio was on primary Station Manager while 
outside of the kiosk 
-QICO checked the calibration date and found it to be in 
compliance (Expiration Date August 11, 2018) 

 Please see picture # (17) 

☒ ☐ ☐

Quality of Work & Customer Service 

19. 

Do you handle loose cash? 

(SSOP 18) 

SM Response: 

☒ ☐ ☐ 

20. 

How do you handle fare shortages or lost 
fare cards?  

(SSOP 20) 

 SM Response: 
-Verify information. 
-Attempt to fix the issue at the vending machine. 
-Fill out report. 
-Allow access to external machine for credit card. 

Observation: Credit card does not get accepted at Exit 
fare machines which are located before the.  
Fare gate. The customers have to be allowed to go out, 
use vending machines and come back with cash to take 
care of the shortage; This leaves possibility of customers 
not coming back and fare is not collected.   

☒ ☐ ☐ 

21. 

How do you process TRIP Pass? 

(SSOP 23) 

-Station Manager explained the process in detail. 
-An example of trap bag was pulled out and presented 
for review. 

 Please see picture # (18) 

☒ ☐ ☐ 

22. 

How frequently do you see your 
supervisors as a part of oversight? 

Twice daily ☐ ☐ ☒

23. 

Does the Station Manager use effective 
communication and show professionalism 
with customers. 
(Perform observation make notes at the 
end). 

(SSOP 59) 

-The Station Manager observed at the Kiosk was 
found to be in compliance with (59.5.1.2) Peak Period 
Customer Service.  
-The Station Manager proactively assisted customers in 
negotiating the Metrorail system and station equipment. 

☒ ☐ ☐ 
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No Evaluation Criteria Comments Yes No N/A 

24. 

What training do Station Managers 
receive to specifically deal with disabled 
customers or with ADA regulations in 
general? How do they communicate with 
those using ASL?  
(American Sign Language) 

SM Response: 
-Training for ADA is being carried out at the time of 
refresher training. 
-ASL is not part of the requirement, communication with 
ASL customers is performed by writing notes. 

☒ ☐ ☐

25. 

How do you accommodate customers if 
the handicap fare gates are inoperable? 

SM Response: 
-Emergency gate is used. 
-Call AFC.  
-Get MAXIMO work order number and record in Station 
Manager Log. 

☒ ☐ ☐

26. 

How do Station Managers ensure those 
who need accommodations can get out 
of the system in the case of escalator 
failure?  Is this logged and reported? 

SM Response: 
-Notify ROCC. 
-Information is displayed on Kiosk Information Display 
System (KIDS). 
-Enter SM log and ELES log. 
-Bus arrangements are made, bus usually comes in ½ 
hour. 

Please see pictures # (19 & 20) 

☒ ☐ ☐

27. 

Are passageways clear of debris/ trip 
hazards, is there anything restricting 
width/flow through narrower 
passageways. Passageways were clear of debris and not congested. ☒ ☐ ☐

28. 

1) What do you think about your Job
Responsibilities? What and how it can be 
improved? 
2) Are there any issues with the
Kiosk/Equipment? 
3) What can be improved to make your
job more efficient? 
4) What do you think about Training for
the job? What can be Improved? 
5) What are the customer related issues?
6) What are different locks and how are
the keys controlled? 

SM Response: 
-More police presence in stations. 
-Delay on response to repair requests. 
-Larger monitors. 
-Currently training is good. 
-Youth is disrespectful. 
-Master key, loop key, Escalators key and Train key are 
provided and all keys are carried by the Station Manager.  

☐ ☐ ☒
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Pictures 

Picture #1 Picture #2 

Verified Blank Incident Forms 
6/13/2017 02:00 PM 

Verified Filled Incident Forms 
6/13/2017 02:00 PM

Picture #3 Picture #4 

Elevator/Escalator Log 
6/13/2017 02:10 PM

Station Operator Console (SOC) 
6/13/2017 02:10 PM
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Picture #5 Picture #6 

Station Manager’s Log 
6/13/2017 02:15 PM

Station Manager’s Log 
6/13/2017 02:15 PM

Picture #7 Picture #8 

Station Manager’s Station Closing Checklist 
6/13/2017 02:20 PM 

Emergency Cabinet 
6/13/2017 02:15 PM
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Picture #9 Picture #10 

Emergency Cabinet Checklist 
6/13/2017 02:15 PM

Station Manager Hourly Checklist 
6/13/2017 02:20 PM

Picture #11 Picture #12 

Station Manager Hourly Checklist 
6/13/2017 02:20 PM

Station Manager’s Log Book 
6/13/2017 02:15 PM
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Picture #13 Picture #14 

RTRA Incident/Accident Report 
6/13/2017 02:20 PM

Defibrillator 
6/13/2017 02:25 PM

Picture #15 Picture #16 

Defibrillator Calibration compliant 
6/13/2017 02:25 PM

Temporary Fence Covering Defective Outlets
6/13/2017 02:30 PM
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Picture #17 Picture #18 

Compliant Radio 
6/13/2017 02:30 PM

Collected Trip Passes 
6/13/2017 02:30 PM

Picture #19 Picture #20 

Information is displayed on the Kiosk Information 
Display System (KIDS) 

6/13/2017 02:30 PM 
Escalator and Elevator Log Books. 

6/13/2017 02:30 PM 
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METRO ROLLING STOCK ASSURANCE PROGRAM 
Station Managers Assessment Checklist 

Station Manager Responsibilities Assessment Checklist 
QICO Representatives: 

Location: Branch Ave. Station Date: 6/7/2017 

Criteria of Audit: 

- Procedure – Processing Steps 
- Documentation Associated with Components – Record Keeping 
- Quality Checks / Completion Sign Off Sheets 
- Shipping & Storage 
- Employee & Supervisor Training / Certification – Record Keeping 

No EVALUATION CRITERIA COMMENTS YES NO N/A 

FIELD OBSERVATION/ INTERVIEW 

Station 

Compliance with Standard 

1. 

Do you have a copy of the current 
Metrorail Stations Standard Operating 
Procedures Hand Book (8/25/15), and the 
MSRPH available? 

*Verify hard copy

Observation: 
-Current Metrorail Stations Standard Operating 
Procedures Hand Book (8/26/15), and the MSRPH hard 
copy was not available in the kiosk. 

☐ ☒ ☐ 

2. 

How do you report incidents/accidents/ 
emergencies?  
*Verify Log

Verify availability of WMATA/RTRA 
Incident Accident Report Form. 

(SSOP 1, SSOP 2, SSOP 3, SSOP 3A, SSOP 
6 and SSOP 8) 

SM Response: 

Verified the availability of the blank incident accident 
forms and checked availability of filled forms. 

Please see picture #(3)  

☒ ☐ ☐ 
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No EVALUATION CRITERIA COMMENTS YES NO N/A 

3. 

How do you handle and record elevator 
and escalator operations? 

*Verify Logs

(SSOP 7, SSOP 9) 

SM Response: 
-They are inspected at the opening of the station. 
-Monitoring the panel for red indicators. 
-When customer complaints, visually verify and call in 
maintenance, get w/o number and record in the log 
book. 

Verified Logs 

Please see picture #(4) 

☒ ☐ ☐ 

4. 

How do you handle and record automatic 
fare collection (AFC) operations? 

*Verify Logs

(SSOP 15, SSOP 17) 

SM Response: 
-Visual verification. 
-Try to reset on the Station Operator Console (SOC). 
-Call in ticket with AFC to generate work order. 
-Log in Station Manager’s Log. 

Verified the availability of Log and entries 

Please see pictures #(5 & 6) 

☒ ☐ ☐ 

5. 

Who has access to fare card vendors and 
exit fare machines? How is it recorded? 

*Verify Access Control Log

(SSOP 15, SSOP 17) 

SM Response: 
-Revenue employees. 
-AFC mechanic. 
-Gets recorded in the Station Manager’s Log. 
-AFC mechanic completes the task and records it in a 
MAXIMO work order. 

Logs available and verified 

Please see pictures #(5 & 6) 

☒ ☐ ☐

6. 

What is the process for station opening or 
station relief? 

*Verify Log

(SSOP 25, SSOP 32) 

SM Response: 

 is same except the gates are 
not handled. 

Log book available and maintained 

☒ ☐ ☐ 
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No EVALUATION CRITERIA COMMENTS YES NO N/A 

7. 

What is process for station closing? Is 
there a checklist?  

*Verify availability of checklist

(SSOP 46) 

SM Response: 

Verified the availability of check list and records 

Please see picture #(7) 

☒ ☐ ☐ 

Records Management 

8. 

What is the period of retention for the 
station manager’s log book entries? If 
entries are collected, how often and by 
whom? 

*Verify Log

(SSOP 9, SSOP 15, SSOP 25, SSOP 38) 

SM Response: 
-The Station Manager’s log book entries are held for one 
year at the division and then sent to Stone Straw for 
another 7 years. 
-New log begins. 

Confirmed the current log book was being used and 
begin date and expiry date was clearly marked on the 
face page 

Please see picture #(5) 

☒ ☐ ☐ 

Safety/Security 

9. 

Where are the locations of the safety 
equipment and the emergency cabinet? 

*Verify inventory

(SSOP 1, SSOP 55) 

-Station Manager was familiar with the locations of the 
safety equipment and the Emergency cabinet was 
located near to the KIOSK as required. 
-Station Manager stated that the contents are inspected 
daily in the beginning of the shift for availability as per list 
-The check list was posted on the inside of the 
Emergency Cabinet Door; however, the check list was 
not signed for inspection. 
-No consistent rule for the combination lock opening 
number on the Emergency Cabinet 

Please see picture #(8) 

☐ ☒ ☐

10. 

How often do you conduct inspections 
of the station’s interior and exterior 
areas for unsafe conditions, equipment 
failures and station cleanliness 
conditions?  

*Verify Log

(SSOP 1: 1.5.2.3.,  SSOP 7 SSOP 9) 

SM Response: 
-Inspection is done once per hour; however, not possible 
during rush hours. 
-Proper sign was displayed at kiosk when the Station 
Manager was out of kiosk on hourly inspection. 
-Rest room has areas where someone can hide. 

Verified log 
Station condition check list available 

Please see pictures #(9 & 10) 

☒ ☐ ☐ 
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No EVALUATION CRITERIA COMMENTS YES NO N/A 

11. 

How do you handle unsafe or 
malfunctioning equipment?  

*Verify Log Sheet

(SSOP 1) 

SM Response: 
-Place an out of service sign. 
-Report to the appropriate maintenance office. 
-Obtain and record work order number in the Station            
Manager’s log. 

Verified log 

☒ ☐ ☐ 

12. 

What do you do in case of fire or other 
evacuations?  

(SSOP 1) 

SM Response: 

☒ ☐ ☐ 

13. 

What do you do in case of intrusion 
alarms? 

(SSOP 1, TOC-OTR-15-007) 

SM Response: 

☒ ☐ ☐ 

14. 

How do you handle customer injury 
reports? 

*Verify Log Sheet

(SSOP 2) 

SM Response: 
-Medical assessment. 
-Notify the Rail Operations Information Center (ROIC). 
-Prepare report, duplicate and place in the trap bag. 
-Keep one copy in kiosk if it is Elevator/Escalator related. 
-Collect and record information from witnesses. 

Verified log and presence of incident and accident report 
stored in the kiosk 

 Please see picture #(3) 

☒ ☐ ☐ 

15. 

What happens when you use the 
Automated External   Defibrillator(AED) 
 or any items from the first aid kit? 

(SSOP 2) 

SM Response: 
-Call central and inform about the use of AED. 
-Record in the Station Manager’s log book.  
-Fill an incident report for the first aid kit item. 

Verified the availability of AED and that the Calibration 
Date is in compliance 

Please see pictures #(12 & 13) 

☒ ☐ ☐ 
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No EVALUATION CRITERIA COMMENTS YES NO N/A 

16. 

How and how often do you test the  
Elevator intercom system, Passenger 
Emergency Reporting System (PERS)? 

(SSOP 44, SOP41) 

SM Response: 
-Handled by Communications department. 
-Elevator intercom system testing requires two people 
-And gets tested when customer wrongly presses the 
Emergency Button. 

☐ ☒ ☐

17. 

How do you inspect and record covered 
/uncovered electrical outlets and resolve? 

TOC-EGR-15-005 

SM Response: 
-Call power department if an uncovered electrical outlet 
is noticed. 
-Block access to the defective outlet using block out 
fence. 
-Get a work order number. 
-No special checklist available for outlets, lights etc. 

☐ ☒ ☐

18. 

Do you have a handheld radio available? 

*Verify calibration

(SSOP 57) 

Observations: 
-The radio was in the kiosk on the charger. 
-The digital Radio was carried out by the Station 
Manager while being outside of the kiosk. 
-QICO checked the calibration date and found it 
compliant (Expiry Date Feb 07, 2019). 

 Please see picture #(14) 

☒ ☐ ☐

Quality of Work & Customer Service 

19. 

Do you handle loose cash? 

(SSOP 18) 

SM Response: 

☒ ☐ ☐ 

20. 

How do you handle fare shortages or lost 
fare cards?  

(SSOP 20) 

 SM Response: 
-Attempt to fix the issue at the vending Machine. 
-Fill out a report. 
-Allow access to the external machine for credit card 
usage. 
-Exit fare machines do not accept credit cards; the 
customers are allowed to go out and use the vending 
machine, and come back with cash to take care of the 
shortage.  

☒ ☐ ☐ 
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No EVALUATION CRITERIA COMMENTS YES NO N/A 

21. 

How do you process TRIP Pass? 

(SSOP 23) 

-An example of current collected Trip Pass which was 
kept in the trap bag was pulled out and presented for 
review. 
- The Trip Pass handling process was explained in details. 

Please see picture #(15) 

☒ ☐ ☐ 

22. 
How frequently do you see your 
supervisors as a part of oversight? 

At least once daily ☒ ☐ ☐ 

23. 

Does the Station Manager use effective 
communication and show professionalism 
with customers. 
(Perform observation make notes at the 
end). 

(SSOP 59) 

QICO noted that the Station Managers was cooperative 
and supportive to customers. 

☒ ☐ ☐ 

24. 

What training do Station Managers 
receive to specifically deal with disabled 
customers or with ADA regulations in 
general? How do they communicate with 
those using ASL?  
(American Sign Language) 

SM Response: 
-We get training for ADA at the time of refresher 
training. 
-American Sign Language is not part of the requirement. 

☒ ☐ ☐

25. 
How do you accommodate customers if 
the handicap fare gates are inoperable? 

SM Response: 
-Emergency gate is used. ☒ ☐ ☐

26. 

How do Station Managers ensure those 
who need accommodations can get out 
of the system in the case of escalator 
failure?  Is this logged and reported? 

SM Response: 
-Central Notification. 
-Information is displayed on Kiosk Information Display 
System (KIDS). 
-Enter into the Station Manager’s log (Significant Event 
Section). 
-Special bus arrangements are made. 

Please see picture #(17) 

☒ ☐ ☐

27. 

Are passageways clear of debris/ trip 
hazards, is there anything restricting 
width/flow through narrower 
passageways. 

-Passageways are clear of debris but potential hide out 
spots exists in the rest room hall ways. ☒ ☐ ☐
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No EVALUATION CRITERIA COMMENTS YES NO N/A 

28. 

1) What do you think about your Job
Responsibilities? What and how it can be 
improved? 
2) Are there any issues with the
Kiosk/Equipment? 
3) What can be improved to make your
job more efficient? 
4) What do you think about Training for
the job? What can be Improved? 
5) What are the customer related issues?
6) What are different locks and how are
the keys controlled? 

SM Response: 
-Better internet access to help customers. 
-No officially assigned Break Room. 
-Size of the kiosk is small and not enough space to move 
around. 
-A/C system in the kiosk needs to be more efficient. 
-Four Keys are issued to the SM (Loop, Master, Escalator, 
and Train) and the keys are with the Station Manager at 
all time. 

☐ ☐ ☒
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Pictures 

Picture #1 Picture #2 

Non-Operational CCTV Monitors 
6/7/2017 10:11 AM 

Non-Operational CCTV Monitors 
6/7/2017 10:11 AM

Picture #3 Picture #4 

WMATA/RTRA Incident/Accident Report 
6/7/2017 09:50 AM

Elevator & Escalator Repair Logs 
6/7/2017 11:05 AM
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Picture #5 Picture #6 

Station Manager’s Log 
6/7/2017 09:36 AM

Station Manager’s Log 
6/7/2017 10:40 AM

Picture #7 Picture #8 

Station Manager’s Station Closing Checklist 
6/7/2017 10:50 AM 

Emergency Cabinet Checklist 
6/7/2017 10:22 AM
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Picture #9 Picture #10 

Station Manager’s Hourly Checklist 
6/7/2017 11:27 AM

Station Condition  Checklist 
6/7/2017 11:27 AM

Picture #11 Picture #12 

Station Manager’s Log 
6/7/2017 10:13 AM

Defibrillator 
6/7/2017 10:37 AM
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Picture #13 Picture #14 

Compliant Defibrillator Calibration 
6/7/2017 10:37 AM

Compliant Radio 
6/7/2017 10:37 AM

Picture #15 Picture #16 

Trap Bag with Collected Trip Passes 
6/7/2017 10:37 AM

Escalator & Elevator Logs 
6/7/2017 10:45 AM
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METRO ROLLING STOCK ASSURANCE PROGRAM 
Station Managers Assessment Checklist 

Station Manager Responsibilities Assessment Checklist 
QICO Representatives: 

Location: Capital South Station Date: 6/12/2017 

Criteria of Audit: 

- Procedure – Processing Steps 
- Documentation Associated with Components – Record Keeping 
- Quality Checks / Completion Sign Off Sheets 
- Shipping & Storage 
- Employee & Supervisor Training / Certification – Record Keeping 

No EVALUATION CRITERIA COMMENTS YES NO N/A 

FIELD OBSERVATION/ INTERVIEW 

Station Manager: 

Compliance with Standard 

1. 

Do you have a copy of the current Metrorail 
Stations Standard Operating Procedures 
Hand Book (8/25/15), and the MSRPH 
available? 

*Verify hard copy

Observation: 
-Current Metrorail Stations Standard Operating 
Procedures Hand Book (8/25/15) is present at the 
kiosk. 
-A hard copy of MSRPH was not available in the kiosk. 
-The Station Manager has access to the current 
MSRPH online version through a computer in the 
kiosk. 

☐ ☒ ☐ 

2. 

How do you report incidents/accidents/ 
emergencies?  
*Verify Log

Verify availability of WMATA/RTRA Incident 
Accident Report Form. 

(SSOP 1, SSOP 2, SSOP 3, SSOP 3A, SSOP 6 
and SSOP 8) 

SM Response: 

Verified the availability of the blank incident accident 
forms and checked availability of filled forms. 

Please see pictures #(1 & 2)  

☒ ☐ ☐ 
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No EVALUATION CRITERIA COMMENTS YES NO N/A 

3. 

How do you handle and record elevator 
and escalator operations? 

*Verify Logs

(SSOP 7, SSOP 9) 

SM Response: 
-Elevator and Escalator inspection is done prior to the 
opening of the station and monitored throughout the 
day for red indicator activity on the status panel.  
-When customer complains, first visually verify on the 
CCTV monitor and call in for repair W/O number and 
record in the log book. 

Verified Logs 

Please see picture #(3) 

☒ ☐ ☐ 

4. 

How do you handle and record automatic 
fare collection (AFC) operations? 

*Verify Logs

(SSOP 15, SSOP 17) 

SM Response: 
-Visual verification. 
-Try to reset on the Station Operation Console. 
-Call AFC department and record MAXIMO work 
order number. 
-Log in SM’s log.  

Verified the availability of Log and entries 

Please see picture #(4) 

☒ ☐ ☐ 

5. 

Who has access to fare card vendors and 
exit fare machines? How is it recorded? 

*Verify Access Control Log

(SSOP 15, SSOP 17) 

SM Response: 
-AFC Technician. 
-Revenue Department. 
-Gets recorded in the Station Manager’s log. 
-AFC Technician completes the task and records it by 
updating the work order in MAXIMO. 

Logs available and verified 

Please see picture #(5) 

☒ ☐ ☐

6. 

What is the process for station opening or 
station relief? 

*Verify Log

(SSOP 25, SSOP 32) 

SM Response: 

Log book available and maintained 

Please see picture #(6) 

☒ ☐ ☐ 
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No EVALUATION CRITERIA COMMENTS YES NO N/A 

7. 

What is process for station closing? Is there 
a checklist?  

*Verify availability of checklist

(SSOP 46) 

SM Response: 

Verified the availability of check list and entries. 

Please see picture #(7) 

☒ ☐ ☐ 

Records Management

8. 

What is the period of retention for the station 
manager’s log book entries? If entries are 
collected, how often and by whom? 

*Verify Log

(SSOP 9, SSOP 15, SSOP 25, SSOP 38) 

SM Response: 
-The log remains in the kiosk for three months and 
after that it is added to the trap bag and gets 
transferred to the division office. 
-New log begins.  

Confirmed the current log book was being used and 
begin date and expiry date was clearly marked on the 
face page. 

Please see picture #(8) 

☒ ☐ ☐ 

Safety/Security 

9. 

Where are the locations of the safety 
equipment and the emergency cabinet? 

*Verify inventory

(SSOP 1, SSOP 55) 

-Station Manager was familiar with the locations of 
the safety equipment and the Emergency cabinet was 
located near to the kiosk as required. 
-The checklist was posted on the inside of the 
Emergency cabinet door as required but there were 
no entries on the checklist and was not signed or 
filled in. 
-The emergency cabinet was locked with a 
combination number lock. Initially the Station 
Manager had a little bit of struggle with the 
mechanism unlocking the lock pad but eventually he 
got it opened. The combination for the lock was 

Please see pictures #(9 & 10) 

☐ ☒ ☐

10. 

How often do you conduct inspections of 
the station’s interior and exterior areas for 
unsafe conditions, equipment failures and 
station cleanliness conditions?  

*Verify Log

(SSOP 1: 1.5.2.3.,  SSOP 7 SSOP 9) 

SM Response: 
-Inspection is done once per hour, proper sign was 
displayed at kiosk when the Station Manager was out 
of kiosk on hourly inspection. 

Verified log 
Station condition check list available 

Please see pictures #(11 & 12) 

☒ ☐ ☐ 
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No EVALUATION CRITERIA COMMENTS YES NO N/A 

11.  

How do you handle unsafe or 
malfunctioning equipment?  
 
*Verify Log Sheet 
 
(SSOP 1) 

SM Response: 
- Place an out of service sign. 
- Report to the appropriate maintenance office. 
- Obtain and record work order number in the 
Station            Manager’s log. 
 
Verified log 

☒ ☐ ☐ 

12.  

What do you do in case of fire or other 
evacuations?  
 
(SSOP 1) 

SM Response: 
 

 
 

 
 

 
-Trained on MSRPH SOP #8, dated 2014 Version 1.3. 

☒ ☐ ☐ 

13.  
What do you do in case of intrusion alarms? 
 
(SSOP 1, TOC-OTR-15-007) 

SM Response: 
 

 
 

-Received training pertaining to proper responses to 
intrusion detection alarms. 

☒ ☐ ☐ 

14.  

How do you handle customer injury 
reports? 
 
*Verify Log Sheet 
 
(SSOP 2) 

SM Response: 
-Medical assessment. 
-Notify the Rail Operations Information Center 
(ROIC). 
-Prepare report, duplicate and place in the trap bag. 
-Keep one copy in kiosk if it is Elevator/Escalator 
related. 
-Collect and record information from witnesses. 
-Station Manager explained the procedure in detail. 
 
Verified log and presence of incident and accident 
report stored in the kiosk. 

☒ ☐ ☐ 

15.  

 
What happens when you use the 
Automated External   Defibrillator(AED) 
 or any items from the first aid kit? 
 
(SSOP 2) 

SM Response: 
-Call central and inform about the use of the 
Automated External Defibrillator (AED). 
-Record in the Station Manager’s log book.  
-Fill an incident report for the first aid kit item. 
 
Verified the availability of AED and that the 
Calibration Date is in compliance 
 
Please see pictures #(13 & 14) 

☒ ☐ ☐ 
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No EVALUATION CRITERIA COMMENTS YES NO N/A 

16.  

How and how often do you test the  
Elevator intercom system, Passenger 
Emergency Reporting System (PERS)? 
 
(SSOP 44, SSOP41) 

SM Response: 
-Handled by Communications department regularly. 
-Gets tested when customers use it in emergency 
situations and when it is accidently pressed by 
customers. 
-Currently not part of the Station Manager’s job, if so 
it would require two persons to test. 

☐ ☒ ☐ 

17.  

How do you inspect and record covered 
/uncovered electrical outlets and resolve? 
 
TOC-EGR-15-005 

SM Response: 
-Call power if an uncovered electrical outlet is 
noticed. 
-Get a work order number and update the Station 
Manager’s log. 
-Block out access to the defective outlet by a 
barricade. 
-No special checklist available for outlets, lights etc. 
 
Please see picture #(15) 

☐ ☒ ☐ 

18.  

Do you have a handheld radio available? 
 
*Verify calibration 
 
(SSOP 57) 

Observations: 
-The radio was in the kiosk on the charger. 
-The digital Radio was carried by the  Station 
Manager while outside of the kiosk 
-QICO checked the calibration date and found it 
compliant (Expiration Date August 17, 2018) 
 
 Please see picture #(16) 

☒ ☐ ☐ 

Quality of Work & Customer Service 

19.  

Do you handle loose cash? 
 
(SSOP 18) 

SM Response: 
 

 
 

 
 

 

☒ ☐ ☐ 

20.  

How do you handle fare shortages or lost 
fare cards?  
 
(SSOP 20) 

 SM Response: 
-Verify. 
-Attempt to fix the issue at the vending machine. 
-Fill out a report. 
-Allow access to the external machine for credit card 
usage. 
-Credit card does not get accepted at Exit fare 
machines, which are located before the fare gate. The 
customers have to be allowed to go out to use the 
vending machines, this imposes a risk of customers 
not coming back and fare not collected. 

☒ ☐ ☐ 

http://www.wmata.com/transparency  Quality Assurance, Internal Compliance & Oversight (QICO) 
  “Quality Trumps Quantity” 

 
Page 105 of 165

http://www.wmata.com/transparency


No EVALUATION CRITERIA COMMENTS YES NO N/A 

21. 

How do you process TRIP Pass? 

(SSOP 23) 

-Station Manager explained the process in details. 
-An example of trap bag was pulled out and 
presented for review. 
-Customer with TRIP pass is allowed to exit through 
the emergency gate. 

 Please see picture #(17) 

☒ ☐ ☐ 

22. 

How frequently do you see your supervisors 
as a part of oversight? 

Twice daily 

☒ ☐ ☐ 

23. 

Does the Station Manager use effective 
communication and show professionalism 
with customers. 
(Perform observation make notes at the 
end). 

(SSOP 59) 

-The Station Manager observed at the Kiosk  was 
found to be in compliance with (59.5.1.2), Peak 
Period Customer Service. 
-The Station Manager proactively assisted customers 
in dealing with the Metrorail system and the station 
equipment. 

☒ ☐ ☐ 

24. 

What training do Station Managers receive 
to specifically deal with disabled customers 
or with ADA regulations in general? How do 
they communicate with those using ASL?  
(American Sign Language) 

SM Response: 
-We receive ADA training at the time of refresher 
training. 
-ASL is not part the requirements.  
-I talk very slowly as most can read lips as well as 
writing notes. 

☒ ☐ ☐

25. 

How do you accommodate customers if the 
handicap fare gates are inoperable? 

SM Response: 
-Emergency gate is used. 
-Call AFC. 
-Get MAXIMO work order number and record in 
Station Manager’s log. 

☒ ☐ ☐

26. 

How do Station Managers ensure those 
who need accommodations can get out 
of the system in the case of escalator 
failure?  Is this logged and reported? 

SM Response: 
- Notify ROCC. 
-Information is displayed on kiosk Information Display 
System (KIDS). 
- Enter into Station Manager’s log. 
-Special bus arrangements are made. 

☒ ☐ ☐

27. 

Are passageways clear of debris/ trip 
hazards, is there anything restricting 
width/flow through narrower 
passageways. 

-Passageways are clear of debris. 
-Potential hide out place in restroom hall way. 

☒ ☐ ☐
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No EVALUATION CRITERIA COMMENTS YES NO N/A 

28.  

1) What do you think about your Job 
Responsibilities? What and how it can be 
improved? 
2) Are there any issues with the 
Kiosk/Equipment? 
3) What can be improved to make your job 
more efficient?  
4) What do you think about Training for the 
job? What can be Improved? 
5) What are the customer related issues? 
6) What are different locks and how are the 
keys controlled? 

SM Response: 
-Love my job, enjoy working with customers. 
-Kiosk has mice infestation. 
-Operating system on computer should be updated, 
still using windows 8. 
-Would be helpful and more effective to have two 
station managers during rush hours. 
-Currently training is good. 
-Information monitor is blurry, very difficult to read 
street names when helping customers with directions. 
   
Please see pictures #(19 & 20) 

☐ ☐ ☒ 

  

http://www.wmata.com/transparency  Quality Assurance, Internal Compliance & Oversight (QICO) 
  “Quality Trumps Quantity” 

 
Page 107 of 165

http://www.wmata.com/transparency


Pictures 

Picture #1 Picture #2 

Blank WMATA/RTRA Incident/Accident report 
6/12/2017 10:00 AM 

Filled WMATA/RTRA Incident/Accident Report 
6/12/2017 10:00 AM

Picture #3 Picture #4 

Station Manager’s log 
6/12/2017 10:00 AM

Station Operators Console (SOC) 
6/12/2017 10:15 AM
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Picture #5 Picture #6 

Station Manager’s Log 
6/12/2017 10:00 AM

Station Manager’s Log 
6/12/2017 10:25 AM

Picture #7 Picture #8 

Station Manager’s Station Closing Checklist 
6/7/2017 10:50 AM 

Station Manager’s log 
6/7/2017 10:22 AM
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Pictures 

Picture #9 Picture #10 

Emergency Cabinet 
6/12/2017 10:35 AM 

Emergency Cabinet Checklist 
6/12/2017 10:35 AM

Picture #11 Picture #12 

Station Manager’s Hourly Checklist 
6/12/2017 10:00 AM 

Station Condition Checklist 
6/12/2017 10:00 AM

Picture #13 Picture #14 
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Defibrillator 
6/12/2017 11:00 AM

Compliant Defibrillator 
6/12/2017 11:00 AM

Picture #15 Picture #16 

Block Out Fences Covering Defective Outlets
6/7/2017 10:00 AM 

Compliant Radio
6/12/2017 11:10 AM
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Pictures 

Picture #17 Picture #18 

Trap Bag Containing Collected Trip Passes 
6/12/2017 11:00 AM 

Kiosk Information Display System (KIDS) 
6/12/2017 12:15 AM

Picture #19 Picture #20 

Blurry Information Screen 
6/12/2017 12:20 PM 

Blurry Information Screen 
6/12/2017 12:20 PM
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METRO ROLLING STOCK ASSURANCE PROGRAM 
Station Managers Assessment Checklist 

Station Manager Responsibilities Assessment Checklist 
QICO Representatives: 

Location: Columbia Heights Station Date: 6/5/2017 

Criteria of Audit: 

- Procedure – Processing Steps 
- Documentation Associated with Components – Record Keeping 
- Quality Checks / Completion Sign Off Sheets 
- Shipping & Storage 
- Employee & Supervisor Training / Certification – Record Keeping 

No Evaluation Criteria Comments Yes No N/A 

Field Observation/ Interview 

Station Manager: 

Compliance with Standard 

1. 

Do you have a copy of the current 
Metrorail Stations Standard Operating 
Procedures Hand Book (8/25/15), and the 
MSRPH available? 

*Verify hard copy

-Hard copies of the Metrorail Stations Standard 
Operating Procedures Hand Book (8/26/15), and the 
MSRPH hard copy was not available in the Kiosk. 

☐ ☒ ☐ 

2. 

How do you report incidents/accidents/ 
emergencies?  
*Verify Log

Verify availability of WMATA/RTRA 
Incident Accident Report Form. 

(SSOP 1, SSOP 2, SSOP 3, SSOP 3A, SSOP 
6 and SSOP 8) 

SM Response: 

Verified the availability of the blank incident accident 
forms and checked availability of filled forms. 

Please see picture #(3)  

☒ ☐ ☐ 
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No Evaluation Criteria Comments Yes No N/A 

3. 

How do you handle and record elevator 
and escalator operations? 

*Verify Logs

(SSOP 7, SSOP 9) 

SM Response: 
-They are inspected at the opening of the station. 
-The panel is being monitored for red indicators. 
-When customer complaints, visually verify and call 
maintenance, get w/o number and record in the log 
book. 

Verified Logs 

Please see picture #(4) 

☒ ☐ ☐ 

4. 

How do you handle and record automatic 
fare collection (AFC) operations? 

*Verify Logs

(SSOP 15, SSOP 17) 

SM Response: 
-Visual verification. 
-Try to reset on the Station Operator Console (SOC). 
-Call AFC and get work order number. 
-Log in Station Manager’s log book.  

Verified the availability of Log and entries. 

Please see pictures #(5 & 6) 

☒ ☐ ☐ 

5. 

Who has access to fare card vendors and 
exit fare machines? How is it recorded? 

*Verify Access Control Log

(SSOP 15, SSOP 17) 

SM Response: 
-Revenue department employees. 
-AFC mechanic. 
-Gets recorded in Station Manager’s log. 
-AFC mechanic completes the task and records it in a 
MAXIMO work order. 

Logs available and verified. 

☒ ☐ ☐

6. 

What is the process for station opening or 
station relief? 

*Verify Log

(SSOP 25, SSOP 32) 

SM Response: 

Log book available and maintained. 

☒ ☐ ☐ 
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No Evaluation Criteria Comments Yes No N/A 

7. 

What is process for station closing? Is 
there a checklist?  

*Verify availability of checklist

(SSOP 46) 

SM Response: 

Verified the availability of check list and records. 

☒ ☐ ☐ 

Records Management 

8. 

What is the period of retention for the 
station manager’s log book entries? If 
entries are collected, how often and by 
whom? 

*Verify Log

(SSOP 9, SSOP 15, SSOP 25, SSOP 38) 

SM Response: 
-The log remains in the kiosk for three months and after 
that it is added to the trap bag and gets transferred to 
the division office. 
-New log begins.   

Confirmed that the current log book was being used and 
begin date and expiry date was clearly marked on the 
face page. 

Please see picture #(5) 

☒ ☐ ☐ 

Safety/Security 

9. 

Where are the locations of the safety 
equipment and the emergency cabinet? 

*Verify inventory

(SSOP 1, SSOP 55) 

-Station Manager was familiar with the locations of the 
safety equipment and the Emergency cabinet was 
located near to the kiosk as required. 
-The checklist was posted on the inside of the 
emergency cabinet door; however, the checklist was not 
signed for inspection.  
-The emergency cabinet was locked by a combination 
number lock and the Station Manager stated that the 
combination for opening the lock was last four digits of 
the supervisor’s Phone Number or the same combination 
number lock used for kiosk. 
-The station manager failed to open the cabinet using 
the last four digits of the supervisor’s phone number; but 
was successful using the Kiosk combination.  

Please see picture #(8) 

☐ ☒ ☐

10. 

How often do you conduct inspections 
of the station’s interior and exterior 
areas for unsafe conditions, equipment 
failures and station cleanliness 
conditions?  

*Verify Log

(SSOP 1: 1.5.2.3.,  SSOP 7 SSOP 9) 

SM Response: 
-Inspection is done once per hour. 
-Proper sign was displayed at Kiosk when the station 
manager was out of Kiosk on hourly inspection.  

Verified log 
Station condition checklist available 

Please see pictures #(9 & 10) 

☒ ☐ ☐ 
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No Evaluation Criteria Comments Yes No N/A 

11. 

How do you handle unsafe or 
malfunctioning equipment?  

*Verify Log Sheet

(SSOP 1) 

SM Response: 
-Report to related department and get a work order 
number. 
-Enter the information in the Station Manager’s Log. 
-Display an out of order sign on the equipment. 

Verified log 

☒ ☐ ☐ 

12. 

What do you do in case of fire or other 
evacuations?  

(SSOP 1) 

SM Response: 

☒ ☐ ☐ 

13. 

What do you do in case of intrusion 
alarms? 

(SSOP 1, TOC-OTR-15-007) 

SM Response: 

☒ ☐ ☐ 

14. 

How do you handle customer injury 
reports? 

*Verify Log Sheet

(SSOP 2) 

SM Response: 
- Medical assessment. 
- Notify Rail Operations Information Center (ROIC). 
- Prepare report, duplicate and place in the trap bag. 
- Keep one copy in the kiosk if elevator/escalator related. 
- Collect and record information from witnesses. 
- Station Manager explained the procedure in details. 

Verified log and presence of incident and accident report 
stored in the kiosk 

☒ ☐ ☐ 

15. 

What happens when you use the 
Automated External   Defibrillator(AED) 
 or any items from the first aid kit? 

(SSOP 2) 

SM Response: 
-Complete an AED Use report. 
-Call central and inform them about the use of the AED. 
-Record in the Station Manager’s log book. 
-Fill an incident report for first aid kit Item. 
-The AED equipment had a calibration sticker and was in 
compliance with the calibration date.  
-The Station Manger stated that if the green light is 
blinking, then it is an indication that the AED is 
operational, if not then it should be reported to central.   

Verified the availability of AED and that the calibration 
date is in compliance 

Please see pictures #(11 & 12) 

☒ ☐ ☐ 
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No Evaluation Criteria Comments Yes No N/A 

16. 

How and how often do you test the  
Elevator intercom system, Passenger 
Emergency Reporting System (PERS)? 

(SSOP 44, SSOP 41) 

SM Response: 
-Handled by Communications department and gets 
tested when customer wrongly presses the emergency 
button. 
-Emergency buttons are located on the same panel and 
can easily get confused for elevator operation buttons. 

☐ ☒ ☐

17. 

How do you inspect and record covered 
/uncovered electrical outlets and resolve? 

TOC-EGR-15-005 

SM Response: 
-Call power if an uncovered electrical outlet is noticed 
and put a barricade to prevent it from being used. 
-No special checklist is available for outlets, lights etc. 

☐ ☒ ☐

18. 

Do you have a handheld radio available? 

*Verify calibration

(SSOP 57) 

Observations: 
-The radio was in the kiosk on the charger. 
-The digital radio was on the Station Manager while she 
was outside of the kiosk. 
-QICO checked the calibration date and found it 
compliant (Expiration Date 01/30/2019). 

 Please see picture #(13) 

☒ ☐ ☐

Quality of Work & Customer Service 

19. 

Do you handle loose cash? 

(SSOP 18) 

SM Response: 

☒ ☐ ☐ 

20. 

How do you handle fare shortages or lost 
fare cards?  

(SSOP 20) 

 SM Response: 
-Verification. 
-Attempt to fix the issue at the vending Machine. 
-Fill out a report. 
-Allow access to external machine for credit card usage. 
-Inform customer to contact the SmarTrip group. 
-Exit fare machines do not accept credit cards; are 
allowed to go out and use vending machine, and come 
back with cash to take care of the shortage. 

☒ ☐ ☐ 

21. 

How do you process TRIP Pass? 

(SSOP 23) 

-Station Manager explained the process in details. 
-An example of current collected trip pass which was 
kept in the trap bag was pulled out and presented for 
review. 

☒ ☐ ☐ 

22. 

How frequently do you see your 
supervisors as a part of oversight? 

At least once a day. 

☒ ☐ ☐ 
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No Evaluation Criteria Comments Yes No N/A 

23. 

Does the Station Manager use effective 
communication and show professionalism 
with customers. 
(Perform observation make notes at the 
end). 

(SSOP 59) 

QICO noted that the Station Managers was cooperative 
and supportive to customers. 

☒ ☐ ☐ 

24. 

What training do Station Managers 
receive to specifically deal with disabled 
customers or with ADA regulations in 
general? How do they communicate with 
those using ASL?  
(American Sign Language) 

SM Response: 
-We get receive ADA training at the time of refresher 
training. 
-ASL is not part of the requirements. 
-paper is used to communicate.   

☒ ☐ ☐

25. 

How do you accommodate customers if 
the handicap fare gates are inoperable? 

SM Response: 
Emergency gate is used. 

☒ ☐ ☐

26. 

How do Station Managers ensure those 
who need accommodations can get out 
of the system in the case of escalator 
failure?  Is this logged and reported? 

SM Response: 
-Central Notification. 
-Information is displayed on Kiosk Information Display 
System (KIDS). 
-Enter into the Station Manager’s log (Significant Event 
Section). 
-Special bus arrangements are made. 

Please see picture #(15) 

☒ ☐ ☐

27. 

Are passageways clear of debris/ trip 
hazards, is there anything restricting 
width/flow through narrower 
passageways. 

The passageway was clear of debris/trip hazards. 

☒ ☐ ☐

28. 

1) What do you think about your Job
Responsibilities? What and how it can be 
improved? 
2) Are there any issues with the
Kiosk/Equipment? 
3) What can be improved to make your
job more efficient? 
4) What do you think about Training for
the job? What can be Improved? 
5) What are the customer related issues?
6) What are different locks and how are
the keys controlled? 

SM Response: 
- More training 
- More light is required in areas around fare card 
machines. 
-Four keys are issued to us and the keys are always with 
us. ☐ ☐ ☒
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Pictures 

Picture #1 Picture #2 

Accumulated Dust Inside Emergency Cabinet 
6/5/2017 03:05 PM 

Insufficient Lighting in Fare Vending Area 
6/5/2017 03:05 PM

Picture #3 Picture #4 

WMATA/RTRA Incident/Accident Report 
6/5/2017 2:49 PM

Elevator/Escalator Repair Log 
6/5/2017 4:05 PM
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Picture #5 Picture #6 

Station Manager’s Log 
6/5/2017 02:31 PM

Station Manager’s Log 
6/5/2017 3:26 PM

Picture #7 Picture #8 

Station Manager’s Log 
6/5/2017 03:27 PM 

Emergency Cabinet Checklist 
6/5/2017 04:26 PM
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Picture #9 Picture #10 

Station Manager Hourly Checklist 
6/5/2017 4:05 PM 

Station Condition Checklist 
6/5/2017 3:36 PM

Picture #11 Picture #12 

Defibrillator 
6/5/2017 2:19 PM

Compliant Defibrillator calibration 
6/5/2017 2:20 PM
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Picture #13 Picture #14 

Compliant radio 
6/5/2017 02:10 PM

Escalator/Elevator logs 
6/5/2017 03:15 PM
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METRO ROLLING STOCK ASSURANCE PROGRAM 
Station Managers Assessment Checklist 

Station Manager Responsibilities Assessment Checklist 
QICO Representatives: 

Location: Court House Station Date: 6/14/2017 

Criteria of Audit: 

- Procedure – Processing Steps 
- Documentation Associated with Components – Record Keeping 
- Quality Checks / Completion Sign Off Sheets 
- Shipping & Storage 
- Employee & Supervisor Training / Certification – Record Keeping 

No Evaluation Criteria Comments Yes No N/A 

Field Observation/ Interview 

Station 

Compliance with Standard 

1. 

Do you have a copy of the current 
Metrorail Stations Standard Operating 
Procedures Hand Book (8/25/15), and the 
MSRPH available? 

*Verify hard copy

Current Metrorail Stations Standard Operating Procedures 
Hand Book (8/25/15), and the MSRPH hard copies were 
not available in the Kiosk. 

☐ ☒ ☐ 

2. 

How do you report incidents/accidents/ 
emergencies?  
*Verify Log

Verify availability of WMATA/RTRA 
Incident Accident Report Form. 

(SSOP 1, SSOP 2, SSOP 3, SSOP 3A, SSOP 
6 and SSOP 8) 

SM Response: 

Verified the availability of the blank incident accident 
forms and checked the availability of filled forms 

Please see picture #(1)  

☒ ☐ ☐ 

3. 

How do you handle and record elevator 
and escalator operations? 

*Verify Logs

(SSOP 7, SSOP 9) 

SM Response: 
-They are inspected at the opening of the station and the 
panel is monitored for red indicators.  
-When a customer complaints, visually verify on the 
CCTV monitor and call maintenance, get w/o number 
and record in the log book. 

Verified Logs 

Please see picture #(2) 

☒ ☐ ☐ 
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No Evaluation Criteria Comments Yes No N/A 

4. 

How do you handle and record automatic 
fare collection (AFC) operations? 

*Verify Logs

(SSOP 15, SSOP 17) 

SM Response: 
-Visual verification. 
-Try to reset on the Station Operator Console (SOC). 
-Call AFC and get a work order number.  
-Record in the Station Manager’s log book.  

Verified the availability of Log and entries 

Please see pictures #(3 & 4) 

☒ ☐ ☐ 

5. 

Who has access to fare card vendors and 
exit fare machines? How is it recorded? 

*Verify Access Control Log

(SSOP 15, SSOP 17) 

SM Response: 
-AFC mechanic. 
-Revenue department. 
-Gets recorded in the Station Manager’s log. 
-AFC mechanic completes the task and records it in a 
MAXIMO work order. 

Logs available and verified. 

☒ ☐ ☐

6. 

What is the process for station opening or 
station relief? 

*Verify Log

(SSOP 25, SSOP 32) 

SM Response: 

Log book available and maintained. 

Please see picture #(5) 

☒ ☐ ☐ 

7. 

What is process for station closing? Is 
there a checklist?  

*Verify availability of checklist

(SSOP 46) 

SM Response: 

Verified the availability of check list and entries. 

Please see picture #(6) 

☒ ☐ ☐ 

Records Management
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No Evaluation Criteria Comments Yes No N/A 

8. 

What is the period of retention for the 
station manager’s log book entries? If 
entries are collected, how often and by 
whom? 

*Verify Log

(SSOP 9, SSOP 15, SSOP 25, SSOP 38) 

SM Response: 
- The log remains in the kiosk for three months and after

that it is added to the trap bag and gets transferred to 
the division office. 

- New log begins.

Confirmed the current log book was being used and 
begin date and expiry date was clearly marked on the 
face page. 

Please see picture #(3) 

☒ ☐ ☐ 

Safety/Security 

9. 

Where are the locations of the safety 
equipment and the emergency cabinet? 

*Verify inventory

(SSOP 1, SSOP 55) 

-Station Manager was familiar with the locations of the 
safety equipment and the Emergency cabinet was 
located near to the KIOSK as required.  
-The checklist was not posted on the inside of the 
Emergency Cabinet Door as required and QICO was not 
able to confirm the contents of the cabinet. 
-The emergency Cabinet was locked by a combination 
number lock and the Station Manager stated that the 
combination for opening the lock was last four digits of 
the supervisor’s Phone Number.  

Please see picture #(7) 

☐ ☒ ☐

10. 

How often do you conduct inspections 
of the station’s interior and exterior 
areas for unsafe conditions, equipment 
failures and station cleanliness 
conditions?  

*Verify Log

(SSOP 1: 1.5.2.3.,  SSOP 7 SSOP 9) 

SM Response: 
-Inspection is done once per hour. 
-Proper sign was displayed at Kiosk when the station 
manager was out of Kiosk on hourly inspection.  

Verified log 
Station condition checklist available 

Please see pictures #(5 & 8) 

☒ ☐ ☐ 

11. 

How do you handle unsafe or 
malfunctioning equipment?  

*Verify Log Sheet

(SSOP 1) 

SM Response: 
- Place an out of service sign. 
- Report to the appropriate maintenance office. 
- Obtain and record work order number in Station           
Manager’s log. 

Verified log 

☒ ☐ ☐ 

12. 

What do you do in case of fire or other 
evacuations?  

(SSOP 1) 

SM Response: 

☒ ☐ ☐ 
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No Evaluation Criteria Comments Yes No N/A 

13. 

What do you do in case of intrusion 
alarms? 

(SSOP 1, TOC-OTR-15-007) 

SM Response: 

☒ ☐ ☐ 

14. 

How do you handle customer injury 
reports? 

*Verify Log Sheet

(SSOP 2) 

SM Response: 
 -Medical assessment. 
-If the case is serious as per SOP guidelines call ROCC. 
-fill in the duplicated report and place in the trap bag. 
-Collect and record information from witnesses, 

Verified log and the presence of incident and accident 
report in the kiosk. 

☒ ☐ ☐ 

15. 

What happens when you use the 
Automated External   Defibrillator(AED) 
 or any items from the first aid kit? 

(SSOP 2) 

SM Response: 
-Call central and inform of the use of the AED. 
-Log into the Station Manager’s log book.  
-Fill in an incident report for first aid kit Item. 

Verified the availability of AED and Calibration Date in 
compliance. 

Please see picture #(9) 

☒ ☐ ☐ 

16. 

How and how often do you test the  
Elevator intercom system, Passenger 
Emergency Reporting System (PERS)? 

(SSOP 44, SSOP 41) 

SM Response: 
-Handled by the Communications Department. 
-Station manager tests when other personnel (Assistant 
Manager or Supervisor) are present. 
-Also gets tested when customer wrongly presses the 
Emergency Button. 

☐ ☒ ☐

17. 

How do you inspect and record covered 
/uncovered electrical outlets and resolve? 

TOC-EGR-15-005 

-Call power an uncovered electrical outlet is noticed. 
-Block out access to the defective outlet. 
-No special checklist available for outlets, lights etc. 

☐ ☒ ☐

18. 

Do you have a handheld radio available? 

*Verify calibration

(SSOP 57) 

Observations: 
-The digital Radio was in the kiosk.  
- No calibration sticker was noted on the radio. 

 Please see picture #(10) 

☐ ☒ ☐

Quality of Work & Customer Service 
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No Evaluation Criteria Comments Yes No N/A 

19. 

Do you handle loose cash? 

(SSOP 18) 

SM Response: 

☒ ☐ ☐ 

20. 

How do you handle fare shortages or lost 
fare cards?  

(SSOP 20) 

 SM Response: 
-Verify. 
-Attempt to fix the issue at the vending machine. 
-Fill out a report. 
-Inform the customer that they can call the SmarTrip 
group to further resolve the issue. 
-Allow access to external machine for credit card usage. 

Observation: Credit card does not get accepted at Exit 
fare machines, which are located before the  
Fare gates. The customers has to be allowed to go out, 
and come back with cash to take care of the shortage. 
This leaves the possibility of customers not coming back, 
thus fare is not collected.   

☒ ☐ ☐ 

21. 

How do you process TRIP Pass? 

(SSOP 23) 
-Station Manager explained the process in details. 

☒ ☐ ☐ 

22. 

How frequently do you see your 
supervisors as a part of oversight? 

Mostly daily, depending on the shift. ☒ ☐ ☐ 

23. 

Does the Station Manager use effective 
communication and show professionalism 
with customers. 
(Perform observation make notes at the 
end). 

(SSOP 59) 

The Station Managers observed at the Kiosk  was 
found to be in compliance with 59.5.1.2. ☒ ☐ ☐ 

24. 

What training do Station Managers 
receive to specifically deal with disabled 
customers or with ADA regulations in 
general? How do they communicate with 
those using ASL?  
(American Sign Language) 

SM Response: 
-We receive training for ADA during re-certification 
training. 
-No specific ASL training has been provided. 
-Communication is done by writing on paper. 

☒ ☐ ☐

25. 

How do you accommodate customers if 
the handicap fare gates are inoperable? SM Response: 

Allow the customers to use the emergency gate. ☒ ☐ ☐
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No Evaluation Criteria Comments Yes No N/A 

26. 

How do Station Managers ensure those 
who need accommodations can get out 
of the system in the case of escalator 
failure?  Is this logged and reported? 

SM Response: 
- Notify central. 
-Assist if possible. 
-Information is displayed on Kiosk Information Display 
System (KIDS) 
- Enter into the SM’s log. 
-special bus arrangements are made. 

☒ ☐ ☐

27. 

Are passageways clear of debris/ trip 
hazards, is there anything restricting 
width/flow through narrower 
passageways. 

Observation: Rest room hallway lockers and equipment 
stored along walls creates a narrow passageway. ☒ ☐ ☐

28. 

1) What do you think about your Job
Responsibilities? What and how it can be 
improved? 
2) Are there any issues with the
Kiosk/Equipment? 
3) What can be improved to make your
job more efficient? 
4) What do you think about Training for
the job? What can be Improved? 
5) What are the customer related issues?
6) What are different locks and how are
the keys controlled? 

SM Response: 
-No notable issues with this location and available 
equipment.  
-Training is adequate for the job. 

☐ ☐ ☒
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Pictures 

Picture #1 Picture #2 

WMATA/RTRA Incident/Accident Report 
6/14/2017 09:49 AM 

Daily Elevator Condition Log 
6/14/2017 10:13 AM

Picture #3 Picture #4 

Station Manager’s Log 
6/14/2017 9:59 AM

Station Manager’s Log 
6/14/2017 10:03 AM
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Picture #5 Picture #6 

Station Condition Checklist 
6/14/2017 10:13 AM 

Station Manager’s Station Closing Checklist 
6/14/2017 10:08 AM

Picture #7 Picture #8 

Emergency Cabinet 
6/14/2017 10:21 AM

Station Manager Hourly Checklist 
6/14/2017 10:21 AM
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Picture #9 Picture #10 

Compliant Defibrillator 
6/14/2017 10:11 AM 

Radio With No Calibration Sticker 
6/14/2017 11:22 AM
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METRO ROLLING STOCK ASSURANCE PROGRAM 
Station Managers Assessment Checklist 

Station Manager Responsibilities Assessment Checklist 
QICO Representatives: 

Location: Farragut North Date: 6/13/2017 

Criteria of Audit: 

- Procedure – Processing Steps 
- Documentation Associated with Components – Record Keeping 
- Quality Checks / Completion Sign Off Sheets 
- Shipping & Storage 
- Employee & Supervisor Training / Certification – Record Keeping 

No Evaluation Criteria Comments Yes No N/A 

Field Observation/ Interview 

Station Manager: 

Compliance with Standard 

1. 

Do you have a copy of the current 
Metrorail Stations Standard Operating 
Procedures Hand Book (8/25/15), and the 
MSRPH available? 

*Verify hard copy

-The current Metrorail Stations Standard Operating 
Procedures Hand Book (8/25/15) is present at the kiosk. 
-A hard copy of the MSRPH was not available in the Kiosk. 
-The station Manager has access to the current MSRPH 
through the computer. 

☐ ☒ ☐ 

2. 

How do you report incidents/accidents/ 
emergencies?  
*Verify Log

Verify availability of WMATA/RTRA 
Incident Accident Report Form. 

(SSOP 1, SSOP 2, SSOP 3, SSOP 3A, SSOP 
6 and SSOP 8) 

SM Response: 

Verified the availability of the blank incident accident 
forms. 

Please see picture # (1). 

☒ ☐ ☐ 

3. 

How do you handle and record elevator 
and escalator operations? 

*Verify Logs

(SSOP 7, SSOP 9) 

SM Response: 
-Elevator and Escalator inspections are done prior to the 
opening of the station and are monitored throughout 
the day for red indicators on the status panel.  
-When a malfunction is detected, Work Order number is 
obtained and recorded in the log book. 

Verified Logs. 

Please see picture # (2). 

☒ ☐ ☐ 
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No Evaluation Criteria Comments Yes No N/A 

4. 

How do you handle and record automatic 
fare collection (AFC) operations? 

*Verify Logs

(SSOP 15, SSOP 17) 

SM Response: 
-Try to reset on the Station Operation Console (SOC). 
-Call AFC department and record MAXIMO work order 
number. 
-Log into the SM’s log. 
.  
Verified the availability of Log and entries. 

Please see pictures # (3,4 & 5). 

☒ ☐ ☐ 

5. 

Who has access to fare card vendors and 
exit fare machines? How is it recorded? 

*Verify Access Control Log

(SSOP 15, SSOP 17) 

SM Response: 
-AFC Technician. 
-Revenue Department. 
-Gets recorded in Station Manager’s log. 

Logs available and verified. 

☒ ☐ ☐

6. 

What is the process for station opening or 
station relief? 

*Verify Log

(SSOP 25, SSOP 32) 

SM Response: 

Log book available and maintained. 

Please see picture # (10). 

☒ ☐ ☐ 

7. 

What is process for station closing? Is 
there a checklist?  

*Verify availability of checklist

(SSOP 46) 

SM Response: 

Verified the availability of check list and entries. 

Please see picture # (7). 
☒ ☐ ☐ 

Records Management 
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No Evaluation Criteria Comments Yes No N/A 

8. 

What is the period of retention for the 
station manager’s log book entries? If 
entries are collected, how often and by 
whom? 

*Verify Log

(SSOP 9, SSOP 15, SSOP 25, SSOP 38) 

SM Response: 
-The log remains in the kiosk for three months and after 
that it is added to the trap bag and gets transferred to 
the division office. 
-New log begins.   

Confirmed that the current log book is being used and 
that the begin and expiry dates were clear on the front 
page. 

Please see picture # (4). 

☒ ☐ ☐ 

Safety/Security 

9. 

Where are the locations of the safety 
equipment and the emergency cabinet? 

*Verify inventory

(SSOP 1, SSOP 55) 

-Station Manager was familiar with the locations of the 
safety equipment and the Emergency cabinet was 
located near to the kiosk as required. 
-The check list was posted on the inside of the 
Emergency Cabinet door as required. 
-There were no entries in the item check list, Station 
Manager stated that because of his experience and 
knowledge, he did not need the check list. 
-The Emergency Cabinet was locked with a pad lock that 
require a key to open, unlike most Emergency Cabinets 
in other Stations that is locked with a combination lock. 

Please see picture # (8). 

☐ ☒ ☐

10. 

How often do you conduct inspections 
of the station’s interior and exterior 
areas for unsafe conditions, equipment 
failures and station cleanliness 
conditions?  

*Verify Log

(SSOP 1: 1.5.2.3.,  SSOP 7 SSOP 9) 

The station Manger stated that there is an hourly 
inspection done along with a check list. 

Verified log. 
Station condition check list is available. 

Please see pictures # (9 & 10). 

☒ ☐ ☐ 

11. 

How do you handle unsafe or 
malfunctioning equipment?  

*Verify Log Sheet

(SSOP 1) 

SM Response: 
- Place an out of service sign. 
- Report to the appropriate maintenance office. 
- Obtain and record a work order number in Station  
Manager’s log. 

Verified log. 

Please see picture # (6). 

☒ ☐ ☐ 
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No Evaluation Criteria Comments Yes No N/A 

12.  

What do you do in case of fire or other 
evacuations?  
 
(SSOP 1) 

SM Response: 
 

 
  

 

☒ ☐ ☐ 

13.  

What do you do in case of intrusion 
alarms? 
 
(SSOP 1, TOC-OTR-15-007) 

SM Response: 
 

 

 
 

☒ ☐ ☐ 

14.  

How do you handle customer injury 
reports? 
 
*Verify Log Sheet 
 
(SSOP 2) 

SM Response: 
-Medical assessment. 
-Notify the Rail Operations Information Center (ROIC). 
-Prepare report in duplicate and place into the trap bag. 
-Keep one copy in the kiosk if the incident is 
elevator/escalator related. 
-Collect and record information from witnesses. 
-Station Manager explained the procedure in details. 
 
Verified log and presence of incident and accident report 
stored in the kiosk. 

☒ ☐ ☐ 

15.  

 
What happens when you use the 
Automated External   Defibrillator(AED) 
 or any items from the first aid kit? 
 
(SSOP 2) 

SM Response: 
-Call central and inform them about the use of the AED. 
-Log into the Station Manager’s log book.  
-Fill in an incident report for the first aid kit Item. 
 
Verified availability of AED and calibration date is 
compliant. 
 
Please see picture # (11). 

☒ ☐ ☐ 

16.  

How and how often do you test the  
Elevator intercom system, Passenger 
Emergency Reporting System (PERS)? 
 
(SSOP 44, SSOP 41) 

SM Response: 
-Elevator intercom and PERS are handled weekly by the 
Communications department. 
 
 

☐ ☒ ☐ 

17.  

How do you inspect and record covered 
/uncovered electrical outlets and resolve? 
 
TOC-EGR-15-005 

-Call power if an uncovered electrical outlet is noticed. 
-Block out access to the defective outlet. 
-Get a Work order number. 
-No special checklist available for outlets, lights etc. 
 
Please see pictures # (10 & 12). 

☐ ☒ ☐ 
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No Evaluation Criteria Comments Yes No N/A 

18. 

Do you have a handheld radio available? 

*Verify calibration

(SSOP 57) 

Observations: 
-The radio was in the kiosk on the charger. 
-The digital Radio was with the Station Manager while 
being outside of the kiosk. 
-QICO checked the calibration date and found it to be in 
compliance with respect to expiry date. 

Please see picture # (13). 

☒ ☐ ☐

Quality of Work & Customer Service 

19. 

Do you handle loose cash? 

(SSOP 18) 

SM Response: 

☒ ☐ ☐

20. 

How do you handle fare shortages or lost 
fare cards?  

(SSOP 20) 

 SM Response: 
-Verify the issue. 
-Attempt to fix the issue at the vending machine. 
-Fill out a report, customer call in. 
-Allow access to external machine for credit card usage. 

☒ ☐ ☐ 

21. 

How do you process TRIP Pass? 

(SSOP 23) 

-Station Manager explained the process in details. 
-An example of a trap bag was pulled out and presented 
for review. 

Please see picture # (14). 
☒ ☐ ☐ 

22. 

How frequently do you see your 
supervisors as a part of oversight? 

-Twice daily. 

☒ ☐ ☐ 

23. 

Does the Station Manager use effective 
communication and show professionalism 
with customers. 
(Perform observation make notes at the 
end). 

(SSOP 59) 

-The Station Managers observed at the Kiosk  was 
found to be in compliance with 59.5.1.2. 

☒ ☐ ☐ 

24. 

What training do Station Managers 
receive to specifically deal with disabled 
customers or with ADA regulations in 
general? How do they communicate with 
those using ASL?  
(American Sign Language) 

SM Response: 
-We receive training for ADA at the time of the re-
certification training. 
-ASL is not part of our requirement. 

☒ ☐ ☐
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No Evaluation Criteria Comments Yes No N/A 

25. 

How do you accommodate customers if 
the handicap fare gates are inoperable? 

SM Response: 
-Emergency gate is used. 

☒ ☐ ☐

26. 

How do Station Managers ensure those 
who need accommodations can get out 
of the system in the case of escalator 
failure?  Is this logged and reported? 

SM Response: 
-Notify central. 
-Information is displayed on Kiosk Information Display 
System (KIDS). 
-Record in the Station Manager’s log. 
-special bus arrangements are made. 

Please see picture # (15). 

☒ ☐ ☐

27. 

Are passageways clear of debris/ trip 
hazards, is there anything restricting 
width/flow through narrower 
passageways. 

Yes. 

☒ ☐ ☐

28. 

1) What do you think about your Job
Responsibilities? What and how it can be 
improved? 
2) Are there any issues with the
Kiosk/Equipment? 
3) What can be improved to make your
job more efficient? 
4) What do you think about Training for
the job? What can be Improved? 
5) What are the customer related issues?
6) What are different locks and how are
the keys controlled? 

SM Response: 
-To place a fare card machine inside the gate that 
accepts credit cards. 
-Need better heater in Kiosk for winter time. 
-Support from management enforcing station do’s and 
don’ts rules for customers. 
-More hands on training.  
-Master key, loop key, Escalators key and Train key are 
provided and all keys are carried by the Station Manager. 

☐ ☐ ☒
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Pictures 

Picture #1 Picture #2 

WMATA/RTRA Incident/Accident Report 
6/9/2017 10:03 AM 

Daily Elevator Condition Log 
6/9/2017 10:09 AM

Picture #3 Picture #4 

Station Operators Console (SOC) 
6/9/2017 10:10 AM

Station Manager’s Log 
6/9/2017 10:10 AM
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Picture #5 Picture #6 

Example of AFC outage in Station Manager’s Log 
6/9/2017 10:106 AM 

Filled Station Manager’s Log 
6/9/2017 10:14 AM

Picture #7 Picture #8 

Station Manager’s Station Closing Checklist 
6/9/2017 10:24 AM

Emergency Cabinet and it’s Checklist 
6/9/2017 11:25 AM
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Picture #9 Picture #10 

Station Manager Hourly Checklist 
6/9/2017 10:27 AM 

Station Condition Checklist 
6/9/2017 10:27 AM

Picture #11 Picture #12 

Compliant Defibrillator Calibration 
6/9/2017 11:10 AM

Temporary Block out Fence 
6/9/2017 10:10 AM
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Picture #13 Picture #14 

Compliant Radio Calibration 
6/9/2017 11:02 AM 

Trip Passes in Trap Bag 
6/9/2017 11:06 AM

Picture #15 Picture #16 

Kiosk Information Display System (KIDS) 
6/9/2017 09:57 AM

Escalator Log Book 
6/9/2017 09:57 AM
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METRO ROLLING STOCK ASSURANCE PROGRAM 
Station Managers Assessment Checklist 

Station Manager Responsibilities Assessment Checklist 
QICO Representatives: 

Location: King Street Station Date: 6/14/2017 

Criteria of Audit: 

- Procedure – Processing Steps 
- Documentation Associated with Components – Record Keeping 
- Quality Checks / Completion Sign Off Sheets 
- Shipping & Storage 
- Employee & Supervisor Training / Certification – Record Keeping 

No Evaluation Criteria Comments Yes no N/A 

Field Observation/ Interview 

Station Manager: 

Compliance with Standard 

1. 

Do you have a copy of the current 
Metrorail Stations Standard Operating 
Procedures Hand Book (8/25/15), and the 
MSRPH available? 

*Verify hard copy

-Current Metrorail Stations Standard Operating 
Procedures Hand Book (8/25/15) and the MSRPH hard 
copies were available in the Kiosk. 
-The station Manager has access to current MSRPH, E 
corrections through computer in the Kiosk.  

☒ ☐ ☐ 

2. 

How do you report incidents/accidents/ 
emergencies?  
*Verify Log

Verify availability of WMATA/RTRA 
Incident Accident Report Form. 

(SSOP 1, SSOP 2, SSOP 3, SSOP 3A, SSOP 
6 and SSOP 8) 

SM Response: 

Verified the availability of the blank incident accident 
forms and checked availability of the filled forms. 

Please see picture # (1).  

☒ ☐ ☐ 

3. 

How do you handle and record elevator 
and escalator operations? 

*Verify Logs

(SSOP 7, SSOP 9) 

SM Response: 
-They are inspected at the opening of the station and 
watch is kept on the panel for red indicators.  
-When a customer complaints, visually verify on the 
CCTV monitor and call in maintenance, get w/o number 
and record in the log book. 

Verified Logs 

Please see picture # (2). 

☒ ☐ ☐ 
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No Evaluation Criteria Comments Yes no N/A 

4. 

How do you handle and record automatic 
fare collection (AFC) operations? 

*Verify Logs

(SSOP 15, SSOP 17) 

SM Response: 
-Visual verify. 
-Try to reset on the Station Operator Console (SOC). 
-Call AFC for a work order number. 
-Log in the SM’s log book.  

Verified the availability of Log and entries. 

Please see picture # (3). 

☒ ☐ ☐ 

5. 

Who has access to fare card vendors and 
exit fare machines? How is it recorded? 

*Verify Access Control Log

(SSOP 15, SSOP 17) 

SM Response: 
-AFC mechanics. 
-Revenue department. 
-Gets recorded in Station Manager’s log. 
-AFC Technician completes the task and records it by 
updating work order on MAXIMO. 

Logs available and verified. 

☒ ☐ ☐

6. 

What is the process for station opening or 
station relief? 

*Verify Log

(SSOP 25, SSOP 32) 

SM Response: 

Log book available and maintained. 

Please see picture # (6). 

☒ ☐ ☐ 

7. 

What is process for station closing? Is 
there a checklist?  

*Verify availability of checklist

(SSOP 46) 

SM Response: 

Verified the availability of check list and entries. 

Please see picture # (7). 

☒ ☐ ☐ 

Records Management 
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No Evaluation Criteria Comments Yes no N/A 

8.  

 
What is the period of retention for the 
station manager’s log book entries? If 
entries are collected, how often and by 
whom? 
 
*Verify Log 
 
(SSOP 9, SSOP 15, SSOP 25, SSOP 38) 

SM Response: 
- The log remains in the kiosk for three months and after 

that it is added to the trap bag and gets transferred to 
the division office. 

- New log begins.   
  

Please see picture # (4). 
 

☒ ☐ ☐ 

Safety/Security 

9.  

Where are the locations of the safety 
equipment and the emergency cabinet? 
 
*Verify inventory 
 
(SSOP 1, SSOP 55) 

-Station Manager was familiar with the locations of the 
safety equipment and the emergency cabinet was 
located near to the KIOSK as required.  
-The check list was posted on the inside of the 
emergency cabinet door as required and QICO was able 
to confirm the contents of the cabinet.  
-emergency cabinet checklist was not signed or filled. 
-The emergency Cabinet was locked by a combination 
number lock and the Station Manager stated that the 
combination for opening the lock was last four digits of 
the supervisor’s Phone Number.  
 
Please see picture # (8). 

☐ ☒ ☐ 

10.  

How often do you conduct inspections 
of the station’s interior and exterior 
areas for unsafe conditions, equipment 
failures and station cleanliness 
conditions?  
 
*Verify Log 
 
(SSOP 1: 1.5.2.3.,  SSOP 7 SSOP 9) 

SM Response:  
-Inspection is done once per hour.  
 
Proper sign was displayed at Kiosk when the station 
manager was out of Kiosk on hourly inspection.  
 
Verified log. 
Station condition check list is available. 
 
Please see pictures # (6 & 9). 

☒ ☐ ☐ 

11.  

How do you handle unsafe or 
malfunctioning equipment?  
 
*Verify Log Sheet 
 
(SSOP 1) 

SM Response: 
- Place an out of service sign. 
- Report to the appropriate maintenance office. 
- Obtain and record work order number in the Station            
Manager’s log. 
 
Verified log 
 
Please see picture # (10). 

☒ ☐ ☐ 

12.  

What do you do in case of fire or other 
evacuations?  
 
(SSOP 1) 

SM Response: 
 

 
 

 

☒ ☐ ☐ 
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No Evaluation Criteria Comments Yes no N/A 

13. 

What do you do in case of intrusion 
alarms? 

(SSOP 1, TOC-OTR-15-007) 

SM Response: 

☒ ☐ ☐ 

14. 

How do you handle customer injury 
reports? 

*Verify Log Sheet

(SSOP 2) 

SM Response: 
- Medical assessment. 
- Notify the Rail Operations Information Center (ROIC). 
- Fill a report in duplicate and place in the trap bag. 
- Keep one copy in the kiosk if elevator/escalator related. 
- Collect and record information from witnesses. 

Station Manager explained the procedure in details. 

Verified log and the presence of the incident and 
accident report stored in the kiosk. 

☒ ☐ ☐ 

15. 

What happens when you use the 
Automated External   Defibrillator(AED) 
 or any items from the first aid kit? 

(SSOP 2) 

SM Response: 
-Call central and inform them regarding the use of the 
AED. 
-Log into the Station Manager’s log book.  
-Fill in an incident report for the first aid kit item. 

Verified the availability of the AED and the calibration 
date. 

Please see picture # (11). 

☒ ☐ ☐ 

16. 

How and how often do you test the  
Elevator intercom system, Passenger 
Emergency Reporting System (PERS)? 

(SSOP 44, SSOP 41) 

SM Response: 
-Handled by the Communications department. 
-Station manager tests when other personnel (Assistant 
Manager or Supervisor) are present. 
-Also gets tested when customer wrongly presses the 
emergency button. 

☐ ☒ ☐

17. 

How do you inspect and record covered 
/uncovered electrical outlets and resolve? 

TOC-EGR-15-005 

SM Response: 
-Call power an uncovered electrical outlet is noted. 
-Block out access to the defective outlet. 
-No special checklist available for outlets, lights etc. 

☐ ☒ ☐

18. 

Do you have a handheld radio available? 

*Verify calibration

(SSOP 57) 

Observations: 
-The digital Radio was with the station manager while 
she was outside of the kiosk. 
-QICO checked the calibration date and found 
compliant. 

Please see picture # (12). 

☒ ☐ ☐

Quality of Work & Customer Service 
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No Evaluation Criteria Comments Yes no N/A 

19. 

Do you handle loose cash? 

(SSOP 18) 

SM Response: 

☒ ☐ ☐ 

20. 

How do you handle fare shortages or lost 
fare cards?  

(SSOP 20) 

 SM Response: 
-Verify the issue. 
-Attempt to fix the issue at the vending Machine. 
-Fill out a report. 
-Allow access to external machine for credit card usage. 

☒ ☐ ☐ 

21. 
How do you process TRIP Pass? 

(SSOP 23) 

-Station Manager explained the process in details. 
-An example of a trap bag was pulled out and presented 
for review. 

☒ ☐ ☐ 

22. 
How frequently do you see your 
supervisors as a part of oversight? Mostly daily, depending on the shift. ☒ ☐ ☐ 

23. 

Does the Station Manager use effective 
communication and show professionalism 
with customers. 
(Perform observation make notes at the 
end). 

(SSOP 59) 

The Station Managers observed at the Kiosk  were 
found to be in compliance with 59.5.1.2 ☒ ☐ ☐ 

24. 

What training do Station Managers 
receive to specifically deal with disabled 
customers or with ADA regulations in 
general? How do they communicate with 
those using ASL (American Sign 
Language)?  

SM Response: 
-We receive training for ADA during the refresher 
training. 
-ASL is not part of the requirement, we communicate by 
writing notes. 

☒ ☐ ☐

25. 

How do you accommodate customers if 
the handicap fare gates are inoperable? SM Response: 

Allow the customer to “Tap in or Tap out”, then use the 
Emergency gate. 

☒ ☐ ☐

26. 

How do Station Managers ensure those 
who need accommodations can get out 
of the system in the case of escalator 
failure?  Is this logged and reported? 

SM Response: 
-Notify central. 
-Assist if possible. 
-Information is displayed on Kiosk Information Display 
System (KIDS). 
-Enter into the SM’s log. 
-special bus arrangements are made. 

☒ ☐ ☐
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No Evaluation Criteria Comments Yes no N/A 

27. 

Are passageways clear of debris/ trip 
hazards, is there anything restricting 
width/flow through narrower 
passageways. 

Rest room hallway is clear and unblocked. ☒ ☐ ☐

28. 

1) What do you think about your Job
Responsibilities? What and how it can be 
improved? 
2) Are there any issues with the
Kiosk/Equipment? 
3) What can be improved to make your
job more efficient? 
4) What do you think about Training for
the job? What can be Improved? 
5) What are the customer related issues?
6) What are different locks and how are
the keys controlled? 

SM Response: 
-Upgrade Kiosk. 
-Better A/C system. 
-Master key, loop key, escalators key and train key are 
provided and all keys are carried by the Station Manager. 

☐ ☐ ☒
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Pictures 

Picture #1 Picture #2 

WMATA/RTRA Incident/Accident Report 
6/14/2017 11:16 AM 

Daily Elevator Condition Log 
6/14/2017 11:13 AM

Picture #3 Picture #4 

Station Operators Console (SOC) 
6/14/2017 11:11 AM

Station Manager’s Log 
6/14/2017 11:12 PM
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Picture #5 Picture #6 

Station Manager’s Log 
6/14/2017 11:14 AM 

Station Condition Checklist 
6/14/2017 11:12 AM

Picture #7 Picture #8 

Station Manager’s Station Closing Checklist 
6/14/2017 11:13 AM

Emergency Cabinet 
6/14/2017 11:28 AM
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Picture #9 Picture #10 

Station Manager Hourly Checklist 
6/14/2017 11:13 AM 

Equipment issues in the Station Manager’s log 
6/14/2017 11:15 AM

Picture #11 Picture #12 

Compliant Defibrillator 
Calibration 6/14/2017 11:20 AM

Compliant Radio 
6/14/2017 11:22 AM
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METRO ROLLING STOCK ASSURANCE PROGRAM 
Station Managers Assessment Checklist 

Station Manager Responsibilities Assessment Checklist 
QICO Representatives: 

Location: L’Enfant Plaza Date: 55555/17/2017 

Criteria of Audit: 

- Procedure – Processing Steps 
- Documentation Associated with Components – Record Keeping 
- Quality Checks / Completion Sign Off Sheets 
- Shipping & Storage 
- Employee & Supervisor Training / Certification – Record Keeping 

No Evaluation Criteria Comments Yes No N/A 

FIELD OBSERVATION/ INTERVIEW 

Station Manager: 

Compliance with Standard 

1. 

Do you have a copy of the current 
Metrorail Stations Standard Operating 
Procedures Hand Book (8/25/15), and the 
MSRPH available? 

*Verify hard copy

-Current Metrorail Stations Standard Operating 
Procedures Hand Book (8/25/15), and the MSRPH hard 
copy were available and the station Manager has access 
to current MSRPH E corrections through computer in the 
Kiosk. 

☒ ☐ ☐ 

2. 

How do you report incidents/accidents/ 
emergencies?  
*Verify Log

Verify availability of WMATA/RTRA 
Incident Accident Report Form. 

(SSOP 1, SSOP 2, SSOP 3, SSOP 3A, SSOP 
6 and SSOP 8) 

SM Response: 

Verified the availability of the blank incident accident 
forms and checked availability of filled forms.  

☒ ☐ ☐

3. 

How do you handle and record elevator 
and escalator operations? 

*Verify Logs

(SSOP 7, SSOP 9) 

SM Response: 
-They are inspected at the opening of the station and 
watch is kept on the panel for red indicator for trouble. 
-When customer complaints, visually verify and call in 
maintenance, get w/o number and record in the log 
book. 

Verified logs. 

☒ ☐ ☐ 
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No Evaluation Criteria Comments Yes No N/A 

4. 

How do you handle and record 
automatic fare collection (AFC) 
operations? 

*Verify Logs

(SSOP 15, SSOP 17) 

SM Response: 
-Visual verification. 
-Try to reset on the Station Operation Console (SOC). 
-Call AFC department and record MAXIMO work order 
number, 
-Log into the SM’s log 

Verified logs. 

☒ ☐ ☐ 

5. 

Who has access to fare card vendors and 
exit fare machines? How is it recorded? 

*Verify Access Control Log

(SSOP 15, SSOP 17) 

-AFC Technician. 
-Revenue Department. 
-Gets recorded in the Station Manager’s log. 
-AFC Technician completes the task and records it by 
updating work order in MAXIMO. 
Log available and verified. 

☒ ☐ ☐

6. 

What is the process for station opening 
or station relief? 

*Verify Log

(SSOP 25, SSOP 32) 

SM Response: 

Log book available and maintained. 

☒ ☐ ☐ 

7. 

What is process for station closing? Is 
there a checklist?  

*Verify availability of checklist

(SSOP 46) 

SM Response: 

Verified the availability of the check list. 
☒ ☐ ☐ 

Records Management 

8. 

What is the period of retention for the 
station manager’s log book entries? If 
entries are collected, how often and by 
whom? 

*Verify Log

(SSOP 9, SSOP 15, SSOP 25, SSOP 38) 

SM Response: 
-The log remains in the kiosk for three months and after 
that it is added to the trap bag and gets transferred to 
the division office. 
-New log begins   

Confirmed the current log book was being used and 
that the begin and expiry dates are clearly marked on 
the front page. 

☒ ☐ ☐ 
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No Evaluation Criteria Comments Yes No N/A 

Safety/Security

9. 

Where are the locations of the safety 
equipment and the emergency cabinet? 

*Verify inventory

(SSOP 1, SSOP 55) 

-Station Manager was familiar with the locations of the 
safety equipment and the emergency cabinet was 
located near to the kiosk as required.  
-The check list was posted on the inside of the 
emergency cabinet door.  
-The emergency cabinet was locked with a combination 
number lock and the Station Manager stated that the 
combination for opening the lock was last four digits of 
the supervisor’s phone number.  

☒ ☐ ☐

10. 

How often do you conduct inspections 
of the station’s interior and exterior 
areas for unsafe conditions, equipment 
failures and station cleanliness 
conditions?  

*Verify Log

(SSOP 1: 1.5.2.3.,  SSOP 7 SSOP 9) 

SM Response: 
-The station is divided into three areas as per the Kiosk 
location, each station manager inspects his area. – 
Inspection is done once per hour.  

Proper sign was displayed at Kiosk when the station 
manager was out of Kiosk on an hourly inspection.  

The female Station Manager pointed locations in the rest 
room area, where someone can hide and attack, there 
were lockers stored in the passage area that block total 
visibility and provides areas to hide. 

Verified log 

☒ ☐ ☐ 

11. 

How do you handle unsafe or 
malfunctioning equipment?  

*Verify Log Sheet

(SSOP 1) 

SM Response: 
- Place an out of service sign. 
- Report to the appropriate maintenance office. 
- Obtain and record the work order number in the 
Station Manager’s log. 

Verified log 

☒ ☐ ☐ 

12. 

What do you do in case of fire or other 
evacuations?  

(SSOP 1) 

SM Response: 

☒ ☐ ☐ 

13. 

What do you do in case of intrusion 
alarms? 

(SSOP 1, TOC-OTR-15-007) 

SM Response: 

☒ ☐ ☐ 
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No Evaluation Criteria Comments Yes No N/A 

14.  

How do you handle customer injury 
reports? 
 
*Verify Log Sheet 
 
(SSOP 2) 

SM Response: 
- Medical assessment. 
- Notify the Rail Operations Information Center (ROIC). 
- Prepare a report in duplicate and place in the trap bag. 
- Keep one copy in the kiosk if it is elevator/escalator 
related. 
- Collect and record information from witnesses. 
 
Verified log and presence of incident and accident report 
stored in the kiosk.  

☒ ☐ ☐ 

15.  

 
What happens when you use the 
Automated External   Defibrillator(AED) 
 or any items from the first aid kit? 
 
(SSOP 2) 

SM Response: 
-Call central and inform them about the use of the AED. 
-Log into the Station Manager’s log book.  
   
Observation: The AED equipment did not have any 
calibration sticker. The Station Manger stated that if the 
green light is blinking, then this is an indication that the 
AED is operational, if not then it is reported to central.   

☒ ☐ ☐ 

16.  

How and how often do you test the  
Elevator intercom system, Passenger 
Emergency Reporting System (PERS)? 
 
(SSOP 44, SSOP 41) 

SM Response: 
-Handled by the communications department. 
-I do not know how often it gets checked. 
 
Observations: The PER equipment was activated and the 
caller apologized for pressing the emergency button 
instead of the button for elevator operation. Station 
manager stated that the Emergency buttons are located 
on the same panel and can easily get confused for 
elevator operation buttons.   
 

☐ ☒ ☐ 

17.  

Do you have a handheld radio available? 
 
*Verify calibration 
 
(SSOP 57) 

Observations: 
-The radio was in the kiosk on the charger. 
-The digital Radio was on the Station Manager while he 
/she was outside of the kiosk. 
 
QICO checked the calibration date and found it to be 
compliant with respect to the expiry date. 
(Expiry Date April 20 2019) 
(Expiry Date 4/2019)  
 
 
 
 
   

☒ ☐ ☐ 

Quality of Work & Customer Service 
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No Evaluation Criteria Comments Yes No N/A 

18. 

Do you handle loose cash? 

(SSOP 18) 

SM Response: 

☒ ☐ ☐ 

19. 

How do you handle fare shortages or lost 
fare cards?  

(SSOP 20) 

SM Response: 
-Verify. 
-Attempt to fix the issue at the vending machine. 
-Fill out a report. 
-Allow access to external machine for credit card usage. 

Observation: Credit card does not get accepted at Exit 
fare machines which are located before the  
Fare gate. This leaves a possibility of customer not 
coming back and fair is not collected.   

☒ ☐ ☐ 

20. 

How do you process TRIP Pass? 

(SSOP 23) 

-Station Manager explained the process in details. 
-An example of current collected trip pass which was 
kept in the trap bag was pulled out and presented for 
review. 

☒ ☐ ☐ 

21. 

How frequently do you see your 
supervisors as a part of oversight? 

At list once a day. ☒ ☐ ☐

22. 

Does the Station Manager use effective 
communication and show 
professionalism with customers. 
(Perform observation make notes at the 
end). 

(SSOP 59) 

-The Station Manager observed at the Kiosk  was 
found to be in compliance with 59.5.1.2. 
-The Station Manager proactively assisted customers in 
navigating the Metrorail system and station equipment. 

☒ ☐ ☐ 
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Pictures 

Picture #1 Picture #2 

PERS Press Button at Incorrect Level
5/17/2017 10:50 AM

Arrow Pointing Wrong Direction 
5/15/2017 10:50 AM

Picture #3 

Customers Exiting Through Emergency Gate 
6/14/2017 11:11 AM
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METRO ROLLING STOCK ASSURANCE PROGRAM 
Station Managers Assessment Checklist 

Station Manager Responsibilities Assessment Checklist 
QICO Representatives: 

Location: Naylor Road Station Date: 6/7/2017 

Criteria of Audit: 

- Procedure – Processing Steps 
- Documentation Associated with Components – Record Keeping 
- Quality Checks / Completion Sign Off Sheets 
- Shipping & Storage 
- Employee & Supervisor Training / Certification – Record Keeping 

No Evaluation Criteria Comments Yes No N/A 

Field Observation/ Interview 

Station Manager: 

Compliance with Standard 

1. 

Do you have a copy of the current 
Metrorail Stations Standard Operating 
Procedures Hand Book (8/25/15), and the 
MSRPH available? 

*Verify hard copy

-The current Metrorail Stations Standard Operating 
Procedures Hand Book (8/26/15), and the MSRPH hard 
copies were not available in the Kiosk. 
-The station Manager has access to the current MSRPH, E 
corrections through the computer in the Kiosk.  

☐ ☒ ☐ 

2. 

How do you report incidents/accidents/ 
emergencies?  
*Verify Log

Verify availability of WMATA/RTRA 
Incident Accident Report Form. 

(SSOP 1, SSOP 2, SSOP 3, SSOP 3A, SSOP 
6 and SSOP 8) 

SM Response: 

Verified the availability of the blank incident/accident 
forms and checked availability of the filled forms. 

Please see picture # (1).  

☒ ☐ ☐
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No Evaluation Criteria Comments Yes No N/A 

3.  

How do you handle and record elevator 
and escalator operations? 
 
*Verify Logs 
 
(SSOP 7, SSOP 9) 

SM Response: 
-They are inspected at the opening of the station. 
- The panel is monitored for red indicators.  
-When a customer complaints, visually verify and call in 
maintenance, get a W/O number and record in the log 
book. 
 
Verified Logs. 
 
Please see picture # (2). 

☒ ☐ ☐ 

4.  

How do you handle and record automatic 
fare collection (AFC) operations? 
 
*Verify Logs 
 
(SSOP 15, SSOP 17) 

SM Response: 
-Visual verification. 
-Try to reset on the SOC. 
-Call AFC for a work order. 
-Log into the Station Manager’s log book.  
 
Verified the availability of Log and entries. 

☒ ☐ ☐ 

5.  

Who has access to fare card vendors and 
exit fare machines? How is it recorded? 
 
*Verify Access Control Log 
 
(SSOP 15, SSOP 17) 

SM Response: 
-Revenue employees. 
-AFC mechanics. 
-Gets recorded in Station Manager’s log. 
-AFC mechanic completes the task and records it on a 
MAXIMO work order. 
 
Logs available and verified. 

☒ ☐ ☐ 

6.  

What is the process for station opening or 
station relief? 
 
*Verify Log 
 
(SSOP 25, SSOP 32) 

SM Response: 
 

 
 

 
 

 
 

 

 
 

 
Log book is available and maintained. 

☒ ☐ ☐ 

7.  

What is process for station closing? Is 
there a checklist?  
 
*Verify availability of checklist 
 
(SSOP 46) 

SM Response: 
 

 
 
Verified the availability of check list and records. 
 
Please see picture # (4). 

☒ ☐ ☐ 
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No Evaluation Criteria Comments Yes No N/A 

Records Management 

8. 

What is the period of retention for the 
station manager’s log book entries? If 
entries are collected, how often and by 
whom? 

*Verify Log

(SSOP 9, SSOP 15, SSOP 25, SSOP 38) 

SM Response: 
-A three (3) months period per station log book. 
-When the log book expires it is added to the trap bag 
and gets transferred to the division office. 
-New log begins.   

Confirmed that the current log book is being used and 
that the begin and expiry dates were clearly marked on 
the front page. 

Please see picture # (3). 

☒ ☐ ☐ 

Safety/Security 

9. 

Where are the locations of the safety 
equipment and the emergency cabinet? 

*Verify inventory

(SSOP 1, SSOP 55) 

-Station Manager was familiar with the location of the 
safety equipment and the emergency cabinet was 
located near the kiosk as required. 
-The checklist was posted on the inside of the 
emergency cabinet door; however, the check list was not 
signed for inspection.  
-The Station Manager stated that the contents are 
inspected daily in the beginning of the shift for 
availability as per the list. 
-The emergency cabinet was locked by a combination 
number lock and the Station Manager stated that the 
combination for opening the lock was last four digits of 
the supervisor’s phone number. 
-The Station Manager opened the cabinet using the four 
digits of the supervisor’s Phone Number. 
-Station Manager stated that the contents are inspected 
daily in the beginning of the shift for availability as per 
the list.  No signatures or filled in form to verify SM’s 
claim. 

Please see picture # (5). 

☐ ☒ ☐

10. 

How often do you conduct inspections 
of the station’s interior and exterior 
areas for unsafe conditions, equipment 
failures and station cleanliness 
conditions?  

*Verify Log

(SSOP 1: 1.5.2.3.,  SSOP 7 SSOP 9) 

SM Response: 
-Inspection is done once per hour; however, not possible 
during rush hours. 
-Proper signage is displayed at the Kiosk when the 
station manager was out on hourly inspection.  

Verified log. 
Station condition check list is available. 

Please see pictures # (6 & 7) 

☒ ☐ ☐ 
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No Evaluation Criteria Comments Yes No N/A 

11. 

How do you handle unsafe or 
malfunctioning equipment?  

*Verify Log Sheet

(SSOP 1) 

SM Response: 
-Call in for work order  
-Log into SM log book 
-put sign 

Verified log. 

☒ ☐ ☐ 

12. 

What do you do in case of fire or other 
evacuations?  

(SSOP 1) 

SM Response: 

☒ ☐ ☐ 

13. 

What do you do in case of intrusion 
alarms? 

(SSOP 1, TOC-OTR-15-007) 

SM Response: 

☒ ☐ ☐ 

14. 

How do you handle customer injury 
reports? 

*Verify Log Sheet

(SSOP 2) 

SM Response: 
-Medical assessment. 
-Call Central. 
-Prepare a report in duplicate. 
-Collect information from witnesses. 

Verified the log and the presence of incident and 
accident reports stored in the kiosk. 

☒ ☐ ☐ 

15. 

What happens when you use the 
Automated External   Defibrillator(AED) 
 or any items from the first aid kit? 

(SSOP 2) 

SM Response: 
-Call central and inform them about the use of the AED. 
-Log into the Station Manager’s log book.  
-Fill in an incident report for first aid kit item. 

Verified the availability of the AED and that the 
calibration date is compliant. 

Please see picture # (8). 

☒ ☐ ☐ 

16. 

How and how often do you test the  
Elevator intercom system, Passenger 
Emergency Reporting System (PERS)? 

(SSOP 44, SSOP 41) 

SM Response: 
-Handled by the Communications department. 
-Elevator intercom system testing requires two people. 
- PERS gets tested when customer wrongly presses the 
emergency button. 

☐ ☒ ☐

17. 

How do you inspect and record covered 
/uncovered electrical outlets and resolve? 

TOC-EGR-15-005 

-No special checklist available for outlets, lights etc. 
-Call power if an uncovered electrical outlet is found. ☐ ☒ ☐
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No Evaluation Criteria Comments Yes No N/A 

18.  

Do you have a handheld radio available? 
 
*Verify calibration 
 
(SSOP 57) 

-The radio was in the kiosk on the charger. 
-The digital Radio was on the primary Station Manager 
while she was outside of the kiosk. 
 
QICO checked the calibration date and found it 
compliant (Expiry Date Feb 08, 2019). 
 
 Please see picture # (9). 

☒ ☐ ☐ 

Quality of Work & Customer Service 

19.  

Do you handle loose cash? 
 
(SSOP 18) 

SM Response: 
 

 
 
 

 
 

☒ ☐ ☐ 

20.  

How do you handle fare shortages or lost 
fare cards?  
 
(SSOP 20) 

 SM Response: 
-Verify. 
-Attempt to fix the issue at the vending machine. 
-Fill out a report, instruct the customer calls the SmarTrip 
group. 
-Allow access to an external machine for credit card 
usage. 
-Credit card does not get accepted at Exit fare machines 
which are located before the  
Fare gate. 

☒ ☐ ☐ 

21.  

How do you process TRIP Pass? 
 
(SSOP 23) 

-Station Manager explained the process in details. 
-An example of current collected trip pass which was 
kept in the trap bag was pulled out and presented for 
review. 
 
Please see picture # (10). 

☒ ☐ ☐ 

22.  How frequently do you see your 
supervisors as a part of oversight? Not often. ☐ ☐ ☒ 

23.  

Does the Station Manager use effective 
communication and show professionalism 
with customers. 
(Perform observation make notes at the 
end). 
 
(SSOP 59) 

The Station Managers observed was found to be in 
compliance with SSOP 59.5.1.2. ☒ ☐ ☐ 
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No Evaluation Criteria Comments Yes No N/A 

24. 

What training do Station Managers 
receive to specifically deal with disabled 
customers or with ADA regulations in 
general? How do they communicate with 
those using ASL (American Sign 
Language)?  

SM Response: 
-No training for ADA.  
-ASL is not part of our requirement. We go by gestures. 

☒ ☐ ☐

25. 
How do you accommodate customers if 
the handicap fare gates are inoperable? 

SM Response: 
Emergency gate is used. ☒ ☐ ☐

26. 

How do Station Managers ensure those 
who need accommodations can get out 
of the system in the case of escalator 
failure?  Is this logged and reported? 

SM Response: 
-Central Notification/System Announcement.  
-Information is displayed on Kiosk Information Display 
System (KIDS). 
-Record in the Station Manager’s log (significant events 
section). 
-Special Bus arrangements made. 

Please see picture # (11). 

☒ ☐ ☐

27. 

Are passageways clear of debris/ trip 
hazards, is there anything restricting 
width/flow through narrower 
passageways. 

Potential hide out place in rest room hall way. ☒ ☐ ☐

28. 

1) What do you think about your Job
Responsibilities? What and how it can be 
improved? 
2) Are there any issues with the
Kiosk/Equipment? 
3) What can be improved to make your
job more efficient? 
4) What do you think about Training for
the job? What can be Improved? 
5) What are the customer related issues?
6) What are different locks and how are
the keys controlled? 

SM Response: 
-Better internet access to help customers. 
-No officially assigned break room. 
-Better and/or bigger Kiosk. 
-better A/C system. 
-Four Keys are issued to the SM (Loop, Master, Escalator, 
and train). 

☐ ☐ ☒
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Pictures 

Picture #1 Picture #2 

WMATA/RTRA Incident/Accident Report 
6/7/2017 02:29 PM 

Elevator/Escalator Repair Log 
6/7/2017 01:40 PM

Picture #3 Picture #4 

Station Manager’s Log 
6/7/2017 02:25 PM

Station Manager’s Station Closing Checklist 
6/7/2017 01:50 PM
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Picture #5 Picture #6 

Emergency Cabinet Equipment Checklist 
6/7/2017 02:22 PM 

Station Manager Hourly Checklist 
6/7/2017 03:41 PM

Picture #7 Picture #8 

Station Condition Checklist 
6/7/2017 03:42 PM

Defibrillator 
6/7/2017 01:45 PM
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Picture #9 Picture #10 

Compliant Radio 
6/7/2017 01:40 PM 

Collected Trip Passes kept in a trap bag 
6/7/2017 02:21 PM
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